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Introduction 
EVELYNL. CURRY 
THESOCIAL CONTEXT OF REFERENCE WORK in libraries has changed dra- 
matically in the past two decades-some would argue more than ever be- 
fore in its history of 126 years (Green 1876).Forces bringing about such 
change have included political, economic, cultural, and technological de- 
velopments that have affected libraries and information centers in a num- 
ber of ways. Yet the raison d’etre for reference practice-and indeed for 
library work in general-has remained the same: to bring together library 
users and the knowledge they seek. In other words, the user and his needs 
remain at the heart of the information profession. 
Computer-based reference has significantly improved library service to 
contemporary users-from the introduction of online and cataloging da- 
tabases to local and wide-area networks to electronic reference sources. The 
appearance of the Internet in the 1990s heralded a new era for libraries in 
terms of networking opportunities. More specifically “virtual reference” (or 
Web-based reference) has had a major impact on the referral function. This 
issue examines the extent to which (and how) technological advances have 
changed basic reference practice. 
A paradigm is a universally recognized scientific achievement that for 
a time models problems and solutions to a community of practitioners 
(Kuhn, 1961).It is a conceptual understanding, an agreed-upon construct 
for conducting the business of a profession. The structure takes some time 
to formulate and shifts only when the professional community agrees that 
significant changes in the knowledge base beg to be acknowledged and 
incorporated into new practical forms. 
Reference work in today’s libraries has been influenced by a host of 
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related social and economic factors, chief aniong them being the increas- 
ing use of technolog?. This issue has three specific objectives: to examine 
the reference tradition within the context of recent technological advanc- 
es, to determine the extent to which the paradigm is shifting, and to ex- 
plore the implications for library practice. 
Gornian’s paper on “human-to-hiiman reference” sets the tone for the 
entire discussion. Librarianship, he argues, is based on a core set of highly 
regarded principles that niiist not be forgotten i n  the present milieu. His 
recent book, 01irf?nduringUiLues (2000),is an important reminder- of the 
service ethic to which librarians subscribe. 
Tyckoson continues the discourse by reviewing the histoiy of reference 
and the various models of reference senice delivery (e.g.,traditional, tiered, 
teaching, \ i r t d ) .  Each model, he maintains, has its distinct advantages and 
disadvantages; however, the “best” template for any given library can only 
be measured against its community of users. 
M’estbrook’s user-needs analysis of a selected patron group pulls togetli- 
er elements of the infomiation-seeking process that determine user satis- 
faction with library search results. Conceptual questions she raised in her 
study include: To what extent does the user’s definition of relevance mesh 
with the librarian’s definition? What implications do these differences have 
for library practice? Her “internal” definition of relevance expands the clas- 
sic interpretation of pertinence (Lancaster and Warner, 1993). 
Whitlatch contributes an assessment of strategies for the evaluation of 
electronic reference. Useful measures, she maintains, can only he reached 
after study goals and objectives have been determined; those could fall into 
several categories: economics, the reference process, resources, products/ 
outcomes (user satisfaction with results). She further identifies various re- 
search methods (surveys, interviews, case studies and focus groups), not- 
ing that shifting patterns in user demands provide libraries with opportu- 
nities to emphasize different strategies for bringing together users and 
needed resources. 
Dilevko’s paper serves as a wake-up call for reference workers in the 
virtual environment whose jobs have been, and are being, phased out. His 
chief concern is that “call centers” are “de-skilling” the library profession. 
Reference librarians, he cautions, should consider how best to develop a 
unique knowledge niche that would allow them to differentiate themselves 
from potential library users, thus positioning themselves as market leaders 
instead of followers. 
Chandler outlines the library and inforniation science curriculum need- 
ed to prepare information professionals for the twenty-first century. She 
argues that, contrary to a widely held view, the library profession is not on 
the decline; the next few years will find librarians in high demand. Gradu- 
ates with technological library expertise and interpersoiial communication 
skills will have the strengths needed to understand the diverse user popu- 
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lation of the new millennium. The case study she includes is her own cur-
riculum at the University of North Texas School of Library and Informa- 
tion Sciences, where the reference course is one of several offered in the 
distance education (online) format. 
Katz paints a picture of the old reference standard versus the new tech- 
nologies. Providing access to the right information, he contends, is a goal 
in danger of tripping over the new technology. He also touches on the grow- 
ing digital divide between the haves and have nots. 
Fritch and Mandernack round out the issue with a two-part presenta- 
tion. The first part reviews the history of reference; the second is a template 
for the “paradigm shift.” The social context for reference work, they hold, 
is still very important. The “shift” requires an amalgamation of the tradi- 
tional philosophies of reference-a more deliberate blending of the con- 
servative and liberal views. 
Does the “new face” of reference constitute a paradigm shift? Accord- 
ing to the authors in this issue, yes and no. Yes, in the sense that reference 
librarians have new responsibilities in the digital era (e.g., how to achieve 
high tech, high touch). No, in the sense that new delivery mechanisms have 
not changed the basic tenets of the profession. In fact, the technological 
options have strengthened the base. 
The working title for this issue was “The Emerging Reference Para- 
digm.” However, after reading the authors’ contributions and reflecting on 
them, one might safely conclude that reference practice has an already 
established paradigm (though time is only one criterion in paradigm for- 
mulation). Reference librarianship is not in a “pre-paradigmatic state,” in 
classic Kuhnian terms. Rather, the model appears to be shifting as knowl- 
edge evolves. The traditional values of librarianship are as true as they ever 
were-only more so. Libraries are still sanctuaries (not repositories) for the 
masses, not boutiques for a privileged few. Emerging technologies offer 
more alternatives to the contemporary library user, and these alternatives 
are opportunities in disguise. Elizabeth Cady Stanton once observed: “Noth- 
ing strengthens the judgment and quickens the conscience like individual 
responsibility.” Therein lies the challenge for the profession. Librarians and 
information professionals are up to that challenge. 
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Values for Human-to-Human Reference 
MICHAELGORMAN 
ABSTRACT 
” A N D  LISTS THK EIGHT VALL~ESderived by the author 
in an earlier work. Gives a brief history of the evolution of human-to-human 
reference service and discusses its future. Relates each of the author’s eight 
values to the practice of human-to-human reference. Concludes with some 
thoughts on librail. instruction. 
In a hubristic act in my book Our End71ri179 IhZzieJ (Gorman, 2000), I 
formulated eight fundamental values that 1believe should inform librari- 
anship. Those values, based on experience and reading in library literature 
and beyond, are: 
Stewardship 
Service 
Intellectual freedom 
Rationalism 
Literacy and learning 
Equity of access 
Privacy 
Democracv 
WHATARE“VALUES”? 
Before I seek to relate those values to work in public services-partic- 
ularly human-to-human (i.e., face to face) reference work-I would like to 
define what I mean by the word “values.” This is important, because the 
word is used so loosely in modern discourse that it is in danger of being 
drained of meaning. For example, the phrase “family values” is nothing 
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more than a political shibboleth in which “values” means the social and 
religious ideas of the speaker and, by inference, is critical of anyone who 
disagrees with her or him. My study has led me to the following definition 
of value: 
A belief that is of dtvp interest (even self-interest) to an individual or<group,and 
that animates the individual or <group’sconduct and states of existence. 
A group of such beliefs is called a “value system.” We must recognize 
at the outset that values involve belief, though by no means either creduli- 
ty or blind faith. To take an uncontroversial library value-service-we must 
believe in service, but that belief is informed by a rational assumption that 
a library motivated by the service ethic is a better thing-for individuals and 
society-than a library that is not. We should also recognize that values 
involve self-interest as well as altruism. Clearly, values that make libraries 
strong benefit librarians, since strong libraries provide employment and 
good working conditions. In that way, values enable the achievement of 
altruistic aims and of personal benefit. To take another instance, librarians 
are committed to intellectual freedom as a societal good in itself and as 
conducive to an environment in which they can lead happy, productive lives. 
In the world of values, the personal and the societal are two pages on the 
same leaf. 
I derived my definition of value from reading in a variety of fields, in- 
cluding philosophy, ethics, and management. I derived the eight values list- 
ed above from reading the work of various library writers and thinkers, 
principally Pierce Butler, Jesse Shera, S.R. Ranganathan, Lee Finks, and 
Samuel Rothstein, mapped to my own experience in libraries of different 
kinds for more than forty years. These are, then, my own concept of basic 
library values and should be seen as such. They are not a substitute for the 
agreed values of the profession of the type that ALA gamely tried to estab- 
lish with its first Task Force on Core Values, a spin-off of its Congress on 
Professional Education, though whether any such can be achieved remains 
to be seen. (It must be noted that A M ,  exhibiting true grit, is trying again 
with a second, and differently constituted, task force.) 
A FALSEDICHOTOMY? 
The terms “public services” and “technical services” are engrained in 
our collective culture. I have never been a fan of either term or of the di- 
chotomy they embody. That mild opposition has been rendered even milder 
by recent coinages such as “access services,” “information delivery servic- 
es,” and (shudder) “interpretative services.” (The latter always summons a 
vision of white-faced mimes.) There has been a chasm between the two 
“services” for many years, and I believe that has been to the detriment of 
service to users and to the quality of worklife of librarians. “Public servic- 
es” seems to imply groups of people who are uniquely suited to interaction 
with the users of the library; “technical services” denotes groups of secre-
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tive, hidden librarians, devoted to the arcana of cataloging and the dark 
world of systems. These stereotypes have led to a lack of communication 
and interaction, even to the belief that the two groups have different psy- 
chological profiles-one introspective and incapable of dealing with peo- 
ple, the other extroverted arid too large-minded to be bothered with the 
pettifoggery of cataloging. The truth is that each group has much to offer 
the other. True collaboration between them has great potential for the 
improvement of service to the “public”-a cause to which both should be 
dedicated. 
THEENDOF REALREFERENCE? 
With the currently fashionable talk of “disintermediation,” “live refer- 
ence,” and “everything being available on the Internet,” i t  might seem that 
human-to-human reference service (the key element in public services as 
defined LIPto now) is on its way out, that it will go the way of the Library of 
Congress catalog card and readers’ advisory services. As with many other 
predictions concerning “virtual libraries” and the like, forecasting the 
“death of face-to-face reference” seems to ignore the manifest advantages 
and popularity of this service. It seems to me that one must have extremely 
strong arguments to facilitate or allow the demise of a senice that is both 
expected and appreciated by a wide range of library users. 
In November 1876, Samuel S. Green of the Worcester Free Public Li- 
brary wrote an interesting article on what was not then called “reference 
work’ in what was to become the Libmr~,Joumnl .In that simpler world he 
wrote of “Modest men in the humbler walks of life, and well-trained boys 
and girls” who needed “encouragement before they become ready to say 
freely what they want” (1876, p. 74).Green refers to “the reference depart- 
ment,” though there were no such things as reference librarians then. Still, 
he summed up the question in terms that, nmtatis mutnndis, have much 
resonance today: “A hearty reception by a sympathizing friend, and the 
recognition of someone at hand who will listen to inquiries, even although 
he may consider them unimportant, make it easy for such persons to ask 
questions, and put them at once on a home footing” (1876, p. 74). Green’s 
description delineates the ideal personal attributes of a reference librari- 
an: friendliness, the ability to put an inquirer at ease, the realization that 
all questions are important to the questioner, and willingness to help. Com- 
bine these with a thorough knowledge of resources and you have the reci- 
pe for the “personal relations” of 125years ago and the reference interview 
of today. 
Green went on to give numerous instances of what we ~voiild now call 
reference encounters on a wide range of subjects and with all kinds and 
conditions of people. The common thread is the desire to help and the 
matching of question and source that most closely meets the expressed and 
unexpressed wishes of the library user. Green states, with justice, that good 
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things flow from this “personal intercourse” between librarian and user. To 
paraphrase, they are: 
1. After gaining the respect and confidence of the library user, the librar- 
ian can direct her/him to the best sources of information and foster the 
love of learning. 
2. 	 The librarian acquires a fuller knowledge of the collection and can use 
experience in developing that collection. 
3. 	Mingling with the library’s users and gaining their trust strengthens the 
view of the library as an indispensable institution. 
4. 	The librarian can use the trust good reference work engenders to ele- 
vate taste and improve reading. 
No doubt this is a touch too high-minded and Victorian for our low-minded 
and cynical age, but the desire to serve, to help all people, to elevate the 
public taste and level of learning, to consolidate the library as an essential 
part of the community, and, above all, to help can be dismissed only at our 
peril. What we dealt with then, and what we deal with now, is the interac- 
tion of librarian, users, and collections, defining “collections” expansively 
so as to include resources tangible and electronic, local and distant. There 
must be a sympathy between librarians and library patrons, a knowledge of 
the collections on the part of librarians, and the ability of collections to meet 
all the knowledge and information needs of the library’s users. Inadequa- 
cies in, or lack of, any of its components threaten this intricate mutual 
dependence. The most exalted reference skills cannot make up for seriously 
inadequate collections. Lack of sympathy toward the library user can make 
even the most knowledgeable reference librarian ineffective, even when the 
collections are adequate. Knowing the reference collections well is impor-
tant to good reference work, but so is an intimate knowledge of wider col- 
lections. Ifwe can use technology and electronic collections to enhance this 
complex structure, so much the better. 
It borders on the fatuous to propose that technology can be employed 
to provide a satisfactory alternative to the nuances of the interaction be- 
tween librarian and user, knowledge of the whole range of recorded knowl- 
edge and information, and the subtleties of information and knowledge 
seeking. This has not stopped some from trymg (See Campbell, 1992;Coff-
man, 1999).Among the proposals aimed at replacing human-to-human 
reference are: 
expert systems 
e-mail reference 
triage service (the Brandeis model) 
reference service by appointment 
elimination of reference service 
Each of these (other than the last) has some superficial attractions and some 
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inherent and fatal flaws. Dave Tyckoson has analyred and dismissed each 
in a magisterial 1999 article, so I need only state that technology can en- 
hance but will never supplant human-to-human reference service. Further, 
if the latter were to disappear, it would bc a severe, and possibly fatal, blow 
to the whole concept of library service. 
VALUESIN A TIMEOF CHANGE 
Change imposes stress, even evolutionary change of the kind that tech- 
nology will bring to human-to-human reference. I believe that agreed val- 
ues will help us to manage change and will provide us with a basis for as- 
sessing how well change has been assimilated into library service. Most 
librarians have unexpressed or even dimly formulated values that govern 
their working lives. This is certainly not a bad thing for those individuals 
in their daily existence. However, I believe that we need to express and for- 
mulate our values collectively if they are to become a useful evaluative tool 
and an explicit consideration in creating a new librarianship. Absent that 
agreement and public expression, libraries and librarianship can fall prey 
to the kind of technological rieophilia described above. Moreover, making 
our case to those who fund libraries is vitally important. How can we make 
such a case if we have no intellectual structure and shared beliefs? How can 
we refute the ideas of the digitize-everything crowd without reference to a 
coherent, value-based concept of what libraries are, can be, and should be? 
REFERENCEAND THE EIGHTVALUES 
I now seek to relate each value listed at the beginning of this essay to 
human-to-human reference. I shall show horn7 they can be used as the basis 
of a philosophy of reference, today and in the future. 
Stmardship 
In order to be good stewards, we must ensure that the human record 
survives and grows. We must also be stewards of our profession and its use- 
ful policies and practices. Both of these aspects of the value of stewardship 
are under threat from an uncritical and lopsided embrace of technology. 
Though reference librarians are not always directly involved in the preser- 
vation of the records of civilization, they are, and should be, vitally con- 
cerned about the totality of that record. In particular, much useful record- 
ed knowledge and information is lost to most libraries when older reference 
resources are discarded in favor of newer, updated editions or other re- 
sources. It seems that some reference librarians are concerned only with 
the materials housed in the reference department itself. This runs smack 
into one of the great circular definitions of all time: a reference hook is a hook 
housed i n  the rpfeence department. The truth is that the knowledge and infor- 
mation sought by library users may be found in any of the collections avail- 
able to the modern reference librarian; and the tangible documents in the 
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reference department are merely the closest and most conveniently ar- 
ranged. As far as electronic resources are concerned, the reference librar- 
ian has a duty to view them in light of all other resources, using them when 
they are the best source and eschewing them when they are not. The lazy 
resort to the Web first and last displays the worst sort of abdication of re- 
sponsibility. Charles Ammi Cutter said that the convenience of the catalog 
user should always be preferred to the convenience of the cataloger. The 
same goes in spades for the reference librarian and the inquirer at the ref- 
erence desk. Good reference librarians are aware of and value the whole 
world of recorded knowledge and information-from books, maps, videos, 
electronic resources, and everything in between. With a concern for all 
resources and their transmission to posterity, they cannot, therefore, be 
indifferent to that fact that the inchoate nature of electronic resources and 
their mutability poses an unprecedented preservation problem. There is a 
very real chance that much of what is now available electronically will be 
unavailable in a few years. By unavailable, I mean lost forever, not merely 
difficult to find. This is a sea change-or, rather, a reversion-in the histo- 
r y  of communication. 
In the mid-l500s, Bishop Diego de Landa ordered the Conquistadors 
to burn all the Mayan bark-cloth books they could find, because these 
[sic] “contained nothing but superstitions and falsehoods of the Dev- 
il.” The great collection of Mayan astronomical knowledge was thus 
destroyed. Descendants of the Mayans live today in the forests of Gua-
temala . . . but all the knowledge their ancestors accumulated over the 
centuries is lost. (Stockwell, 2000, p. 11) 
It is not hard to see what Mayan bark-cloth books have in common with 
electronic resources: they were easily obliterated (from malice or inadvert- 
ence) and, once gone, were gone forever. The same could be said of all the 
manuscripts, papyrus rolls, etc., that predated the printed codex. If the latter 
is an aberration in human history, it behooves us to come to terms with that 
fact and ponder what we should do when only the records of the last hand- 
ful of years are available as reference sources. 
In an age when a student of librarianship is as likely to take a course 
on Javascript as a course on reference work, reference librarians should be 
alert to the peril that threatens their specialty. They should be even more 
alert when that peril is reinforced by those who believe that: 
untutored users can find everything they want and need by themselves 
on the Web (“disintermediation”) 
reference help should be available only by appointment 
we do not need human-to-human reference at all 
Good stewards are custodians of cumulative professional skills and ensure 
that those skills are taught to their successors. This requires reference li- 
brarians to take an enlightened interest in library education and to lobby 
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for reference courses. It also requires that they take the products of library 
schools and, through example and instruction, train them to be good ref- 
erence librarians with a comprehensive knowledge of sources, superior 
communication skills, and a commitment to reference service. 
Servirp 
Service, in the highest sense of the term, is central to all library work. 
We seek to sene the individual and, in doing so, to serve society and hu- 
manity as a whole. This is altruistic, of course. Reference librarians have to 
be animated by a desire to help-that desire being based on sympathy for 
the individual and for the 1ibrarT’s users as a group. The former is sonie- 
times less of a problem than the latter, as it is easier to stereotype groups 
than to reject an individual seeking help. Service is not the only motive in 
reference work-intellectual curiosity is also a strong element for many- 
but it is surely the indispensable motive. 
In a way, one can see human-to-human reference as the capstone in the 
evolution of library service. In the beginning, there are collections, then 
collections have to be oi-ganixd, and then they have to be interpreted. 
The story is told that Aristophanes of Byzantium, who was Director [of 
the Library of Alexandria] from ca. 200 to 18.5 RC and ~ v h o“working 
daily with tlic utmost drive and diligence s ternatically read all the 
books,” when sening as ajudge in a compet on of poets held before 
the king, disqidified all hut one on the grounds of plagiarism. Called 
upon by the king to prove his case, he rushed to thc 1ibrar-y and “relying 
just 011 rnenioi);” from certain bookcases prodticed an armful of rolls. 
This bravura feat may have been possible for Aristophanes of ByLan-
tium, but after the collcction had reached a certain size, ordinary read- 
ers needed the sort of help locating works that they enjoy today. ([:as- 
son, 2001, p. 38)  
That help came, of course, from the first great cataloger-Callimachus of 
Cyrene-but it must also have come from the oinni-lector Aristophanes of 
Byzantium and his successors in the form of what we now call reference 
service. Viewed in this sense, and perceiving the continuity between librar- 
ies over more than two millennia, we can see that bibliographic control and 
reference work are mutually dependent and complementaq. A collection, 
once beyond a certain size, must he organized for retrieval--a task for lat- 
ter day Callimachuses. But that organization can work only up to a point. 
That point is the one at which a skilled human being (a reference librari- 
an) is needed to give guidance and assistance in using the bibliographic 
architecture of organization and acting as a guide, philosopher, and friend 
to all users of library materials. 
A true service ethic treats a child’s enquiry as being as important as a 
Nobel Prize winner’s, a relevant book as being more important than a 
marginally relevant electronic source (and vice versa); and makes no val- 
uejudgments when it comes to questions or answers. 
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Intellectual Freedom 
Libraries are devoted to free enquiry and the freedom of each mind to 
consider any aspect of the human record. Banned books and filtered data- 
bases place restrictions on those freedoms, surrendering to the forces offear. 
The question of intellectual freedom is essentially a clash of cultures-one 
inward-looking, timorous, and closed; the other outward looking, adventur- 
ous and open. Let this question not be muddied by reference to the ques- 
tion of “protecting children” (an opportunistic cry of the congenitally cen- 
sorious. That is a separate discussion. Let us consider adults and their natural 
and, in the United States, constitutional, right to read and view whatever they 
wish. Instead of being afraid of what is unfamiliar, distasteful, or not con- 
gruent with our beliefs, we should remember the wise words of s.R. Ranga-
nathan: Bad thought laid bare to the world i s  rendmed sterile. We must let time 
and the tides of thought take care of that which we do not care for and, in 
doing so, liberate ourselves from being arbiters of taste or propriety. 
Surely the right to intellectual freedom is nowhere more established 
than in reference service. My understanding of intellectual freedom and ref- 
erence is that people have the right to ask any question that does not infringe 
on the rights of the person being asked, and that the reference librarian must 
be able to draw on the whole human record in order to answer that ques- 
tion. If that is so, human-to-human reference calls for qualities of tact and 
understanding that may be difficult for many, but that are essential if free 
enquiry is to flourish. Areas of thought that are “sensitive” arouse, inevita- 
bly, strong emotions in both reference librarians and seekers of knowledge 
and information. How many feel completely at ease in asking for informa- 
tion on abortion, religion, racism, safe sex, or any other topics that are the 
stuff of argument, dissent, and the formulation of public policy? All the more 
reason, then, for the reference librarian to be as neutral as humanly possi- 
ble in attempting to provide factual, unbiased information and referring 
questioners to the best recorded knowledge. This problem has been mag- 
nified by the advent of the Internet and the Web. It cannot be denied that 
there was much of merit in the way publishing in the Age of Print, particu- 
larly scholarly publishing, provided stability and authenticity to the record- 
ed knowledge and information that was the stuff of reference work. Did any 
reference librarian ever question the value and authenticity of the knowl- 
edge and information contained in, say, an Oxford University Press refer- 
ence book? In fact, it could be argued that we were, if anything, too unques- 
tioning. No human endeavor is infallible and the very solidity of print made 
us accept without question almost everything presented in blrie cloth cov- 
ers with gilt trim. Be that as it may, few reference librarians went far wrong 
in relying on the work done by the publishers, editors, and writers of the 
OUP,Britannica, Merriam-Webster, and thousands of others. Their one flaw 
lay in currency. The practicalities of the print publishing industry made the 
information contained in many reference books and other print sources out 
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of date (even if only slightly) on the day they were published. There is a great 
deal of enduring value in the majorit\. of reference books, but in some cases 
the question of currency looiris large. 
To get a true flavor of the jam we are in now, compare respectable 
medical resources such as L\.lo.rh~',Y i\/lrdictil, ,Viming, &Allied Henlih Dictio-
nary or The Arner-icnniVldicn1 Associalion E q c l o p e d i u  of Akdicine with the in- 
numerable soiirces of medical information and misinformation found on 
the Internet. The former have every virtue except currency; the latter may 
have no virtues at all. Reference librarians are rightlywan of being accused 
of practicing medicine without a license. When it comes to printed sourc- 
es of high repute, all they have t o  do is to indicate the sources arid men- 
tion the date of publication as a possible warning. When it comes to Inter- 
net resources, when does encouraging critical thinking tip over into warning 
people away from sites that are worthless or not what they purport to be? 
We are dedicated to intellectual freedom and free enquiry but that dedi- 
cation may be sorely tested in the inchoate xvorld of the Internet. 
Rntionnlisrn 
Reason lies at the heart of all libran. practice and philosophy. It can be 
said that idealism tempered by pragniatism is the mental hallmark of a true 
librarian. We yearn to do the right thing, but we also yearn to deliver the 
best service ofwhich we are capable. Librarians do not espouse ideas built 
on faith but seek that which can be proved and demonstrated to reason- 
able people. Reason affects how we assign priorities and carn out our pro- 
grams and services. It  is also the intellectual bedrock of all our specialties, 
from collection development to cataloging to reference services. 
Although human-to-human reference senice is based on the exercise 
of human capabilities and their attendant subjectivities, it too must be gov- 
erned by reason as far as possible. This has several ramifications. Although 
the reference interview is a matter of' human communication, it can be 
systematized as far as the librarian is concerned. The reference librarian 
should always follow certain rational ideas well entrenched in librarianship 
(such as proceeding from the general to the special, from the class of ques-
tion to the question itself). In that way it is possible to ensure that what seems 
to the 1ibrdI-y user to be merely a helpful conversation is, in reality a ratio- 
nal path to an answer. Another aspect of reference service that is subject to 
rational analysis iiivol\7es the sources used to provide answers. We have al- 
ready looked at print (with its attributes of fixity and authenticity) compared 
with electronic resources (with currency as their strong point). The ratio- 
nal approach is to use each in areas in which they are strong and to under- 
stand and explain the advantages and drawbacks of each. Moreover, an 
important aspect of modern reference work lies in steering library users 
(particularly young people) toward appropriate printed resources and to 
teach them to look upon electronic resources with a critical eye. 
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One enduring question of reference work involves the classification 
of types of reference enquiry. There are commonly accepted categories: 
locational, library policy, data seeking, term paper advising, consultation, 
etc. The level of expertise required and the time to be taken obviously vary 
greatly depending on the type of enquiry. The rational approach is to try 
to ensure that each type of question is answered efficiently, with the min- 
imum expenditure of human resources and time. The simplest situation 
is that of the small library in which one person answers all questions, ref- 
erence or otherwise. Larger libraries have the possibility of deploying dif- 
ferent kinds of staff‘ to deal with different kinds of reference enquiry and 
with the general enquiries that are made in all libraries. Few would ques- 
tion the fact that, if possible, purely directional (“Where is the Music I i  
brary”) and library policy (“How many books can I check out?”) enquiries 
are best dealt with by support staff or even by student assistants. Few would 
dispute that in-depth reference consultations require librarians trained in 
reference work. The dispute lies in the middle ground. In a hypothetical 
world, one could classify and filter incoming enquiries and deflect them 
to finely defined classes of answerers. This may be intellectually appealing, 
but it is unrealistic. If possible, it makes sense to siphon off the non- 
reference questions, but even those are sometimes possible lead-ins to true 
reference enquiries. “Where are the public terminals?” might lead to “I’m 
looking for good Web resources on Africa.” The sad truth is that such veiled 
enquiries often come from the people most in need of reference service. 
Their initial questions may be vague and general because they feel awk- 
ward about asking any question at all. Ideally, all enquiries would be ad- 
dressed to a human being who is sensitive to such issues and willing to seek 
the questions behind the question and to answer, or refer the user to some- 
one who can. 
Another aspect of the rational approach to reference service is assess-
ment. Though there have been many studies of reference service, they tend 
to concentrate on factual questions and the accuracy of responses to them. 
This is a narrow, though,important, slice of reference service and really goes 
only to the question of the “information center” role of a library. Certain- 
ly, the accuracy of such responses should be assessed, and other common 
tallies (e.g., the number of questions in pre-set categories) should be col- 
lected systematically. There are more difficult areas to assess and they are 
among the most professional and valuable aspects of reference service. 
Naturally, they require sophisticated and time-consuming methods that are 
seen by many as being antithetical to the practical delivery of reference 
service. In addition, the more complex human interactions they seek to 
assess have inherent subjective elements that are not readily amenable to 
assessment. The many difficulties should not deter us from taking the ra-
tional approach that demands assessment of all our services in order to 
justify the funds we spend on them. 
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Littmcj and Lccirniny 
Though librarianship is no longer inherently bound up with the love 
of books (something seen as central to our profession as recently as a gen- 
eration ago), we are arid should be concerned with the ability of people to 
interact with complex texts. This is not a matter of preferring print to elec- 
tronic resources (01- vice versa), but a recognition of the fact that human 
knowledge and information is recorded in words, images, and symbols. 
Although the latter t~7o are of great importance to a minority of scholars 
(art historians, mathematicians, musicians, etc.) , honesty compels us to 
recognize that learning in most disciplines is inextricably linked with the 
ability to decipher, understand, and learn from complex texts. The medi- 
um in which those texts are found and preserved is a question of practical, 
not philosophical, importance. 
Though a distressingly large number of American adults cannot read 
and write, illiteracy is not the chief enemy of learning in modern society. 
The enemies are the low level of functional literacy and the rise of alitera-
cy, particularly among the young. People who can read but choose not to 
are as shrouded in the darkness of ignorance as the truly illiterate. 
All librarians have an interest in encouraging literacy. Reference librar- 
ians can empower indikiduals by steering them to classes of material beyond 
the exigencies of the question in hand. In other words, adding value to a 
reference answer can increase the impulse toward more and more reading. 
A good reference librarian will not only answer a question accurately but 
will also suggest other readings in that area or related areas. When it comes 
to literacy and learning, a reference query can be seen either as a closed 
loop (a question asked, a question answered, arid no more) or as a knock 
on a door. Opening the door may lead to a lifetime of learning. 
Equity of Access 
The pervasive cliche, “the digital divide,” grants that some classes of 
people have greater access to some services than do others. If it were not 
so sad, it would be almost comic to see the gravity with which our lords and 
masters tackle a fact apparently previously unknown to them. Although this 
divide is seen as unique to digital information, those not blinded by the 
white light of technology recognize that the disabled, the poor, the rural, 
the aged, the young, members of minorities, and other disadvantaged per- 
sons have long had fewer privileges than those who do not belong to any 
such category. This sad state of affairs is true of health, educational, and 
public services of all kinds. It is scarcely an exaggeration to say that the bulk 
of domestic public policy arguments are about the best way to reduce these 
many societal gaps. Let us be charitable and assume that agitation about 
“the digital divide” is not motivated by the kind of technophilia that says 
putting computers into under-funded inner city schools is a panacea. Let 
us also assume, for the sake of argument, that the digital divide is an issue 
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to be solved, rather than a symptom of far wider social problems. Given 
those premises, there is no doubt, that libraries can be front-line agencies 
in closing the divide, and that reference librarians can assist and train those 
on the wrong side of the divide. 
If you believe, as I do, that the digital divide is simply one manifestation 
of societal inequities of all kinds and that the goal is equity of access to the 
whole range of library services, then it is clear that reference service has a 
vital role to play. To take but one example, is the qiiality and level of refer- 
ence service the same in major research libraries and in junior college librar- 
ies? Given the inequity of funding between these institutions, the answer is 
probably no. Do the students in junior colleges need more assistance and 
training than students in major research institutions? The answer is proba-
bly yes. Here is the essential paradox: the service is funded adequately for 
people who need it the least and funded inadequately for those who need 
it the most. Middle- to upper-class suburbs have well-stocked, well-staffed li- 
braries; the inner city has only the library service that can be obtained by 
dedication and battling against all the economic and societal odds. Good 
reference service should not be a matter of socioeconomic class. That is why 
it is vitally important that reference service be provided to all, and that ref- 
erence librarians seek to provide that service as equitably as possible. 
Innumerable issues come to mind in this context. Is the furniture of, 
and the equipment in, the reference area conducive to its use by the dis- 
abled? Do students receive the same level of reference service as faculty? 
Do the physical arrangements of the reference area induce shy, compara- 
tively uneducated people to ask questions without fear of embarrassment? 
Such questions must be asked often (and from the user’s point of view) if 
the goal is equitable reference service. 
It is here that the underlying altruism of most librarians comes into play 
and that one of the benign effects of technology is felt. That effect is the 
leveling of access to electronic resources. The users of Yale University Li- 
brary have access to print and other tangible collections of untold richness. 
The users of ajunior college in a small town in central California are lucky 
if they have access to one-hundredth of those resources. The difference 
between the number and range of electronic resources (and assistance in 
their use) available to these two groups is probably still great, though or- 
ders of magnitude less than with “traditional” resources. 
Another way in which technology can be used to lessen the inequities 
in provision of reference services is in such programs as e-mail reference, 
“live” (i.e., remote electronic synchronous) reference, and other ways of 
reaching remote users. (It should be noted that the best of these is the use 
of the telephone-the most advanced and the most widely available net- 
work in human history.) As observed previously, none of these methods is 
as effective as human-to-human reference, but they are far better than no 
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reference service for the rural, the home bound, or other such seekers of 
knowledge and information. 
Privacy 
Few fundamental rights are more under siege than privacy. Global 
networks and the increasing involvement of technology in all aspects of life 
have led us to a situation in which only our unexpressed thoughts are truly 
private. All expressions, all actions can be made public without our consent. 
There is no guarantee of privacy in e-mail (the most widely used applica- 
tion of electronic technology), but many helieve that sending an e-mail is 
the equivalent of mailing a letter. Telephone calls are monitored and 
tapped. Video cameras record all actions in public places in the name of 
security. The U. S. Supreme Court has even approved the use of infrared 
and heat photography to spy on people in their own homes. Inquisitor 
Kenneth Starr was allowed to poke into the book-purchasing habits of one 
of his victims, and only a few brave booksellers and civil libertarians spoke 
against this egregious invasion of privacy. In such a climate, the insistence 
by librarians on privacy might seem positively old-fashioned, but it still 
matters, in principle and in practice. We believe that people are entitled 
to read and view what they wish without others knowing what they have read 
or viewed. For that reason we ensure that circulation records are not re- 
vealed to others, and that libraries are furnished with places in which peo- 
ple can read, view videos, and listen to sound recordings in privacy. (The 
aberration is the way we make computer screens visible to the casual pass- 
erby-partly for aesthetic reasons, and partly because we do not trust peo- 
ple’s use of such a “hot” medium. Small hand-held computers linked to 
wireless networks may well be the instrument that restores privacy in the 
electronic arena.) 
Users of reference services are entitled to privacy. This presents a prac- 
tical problem. Most libraries seek to make reference areas open and wel- 
coming, but those virtues are inimical to privacy. This can be a real prob- 
lem in dealing with “sensitive” subjects or with shy, easily intimidated library 
users. The latter might well ask a question if assured that only the reference 
librarian would hear the question and answer. Because there is no formula 
for dealing with this issue, we must rely on experience and tact on the part 
of skilled reference librarians. Tactics include a low voice, appropriate body 
language, walking away from the desk with the library user, positioning 
screens so that only that user can see the result of a search, writing (rather 
than saying) the name of a source, and many other methods that fit the 
individual situation. This all centers on respect for the user’s right to pri- 
vacy, and it requires the kind of tact and understanding that can be devel- 
oped but never taught. The ideal of the librarian as sympathetic friend, first 
advanced by Samuel Green 125years ago, is still relevant in an age in which 
we are told, “There is no privacy. Get over it.” 
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Democracy 
Libraries are supremely democratic institutions. They stand for free- 
dom, equality, and the rights of humankind. The idea that democracy de- 
pends on a well-informed electorate may be a truism, but it is true for all 
that. Libraries are in the vanguard of institutions that support democracy 
by providing the recorded knowledge and information upon which democ- 
racy depends. In a wider sense, democracy depends on education, and li- 
braries are integral to education. We should always remember the words 
of that tough-minded thinker H. G. Wells: “Human history becomes more 
and more a race between education and catastrophe.” When Wells wrote 
those words, more than half a century ago, the catastrophe he foresaw was 
physical-the destruction of civilization through wars (especially nuclear 
wars) created by ignorance. Though much of the world is still threatened 
physically-by war, famine, flood, drought, AIDS, and overpopulation-the 
catastrophe we should seek to avert in the developed world is cultural and 
societal. We are far less threatened by the thermonuclear technology of 
death, and far more threatened by the sedative technology of infotainment 
and the consequent flight from learning. Another of Wells’s visions tells us 
of a world in the far distant future in which society is divided into the mass 
of degraded ignorant toilers called Morlocks and their decadent rulers, the 
Eloi. The time machine obviously projects his take on the state of late 19th 
century capitalist society, but it is not too hard to extrapolate present trends 
into a society of ignorant Morlocks, subservient to vulgar diversion and 
materialism, ruled by educated Eloi. 
Reference service is key to the library’s struggle to improve democra- 
cy and to bring knowledge and information (free of specific charge and free 
of value judgments) to all who ask. If, in this representative democracy, the 
people (demos)are to show goodjudgment in electing their representatives, 
they must be educated and have access to recorded knowledge and infor- 
mation. They are unlikely to have the latter without the sympathetic guid- 
ance that reference librarians supply and the critical thinking that is fos-
tered by the higher levels of library instruction. Can anyone imagme a better 
illustration of democracy in action than this: a student from a disadvantaged 
background-the child of migrant farm workers who never graduated from 
high school-goes into a state-supported library, confident that someone 
with an advanced degree will assist her in her life-changing pursuit of edu- 
cation, without charge, without prejudice, and without constraint. 
A FEWTHOUGHTS INSTRUCTIONON LIBRARY 
Time was when what we called “bibliographic instruction” was largely 
an exercise in damage control. The creaking bibliographic architecture of 
the period-typified by the huge card catalogs of research libraries-made 
it impossible for even the most informed student to find her way around 
the library. Library instruction changed for the better as card catalogs were 
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replaced by OPACs, cataloging rules were rationalized, MARC was intro- 
duced, computers became commonplace, and electronic resources became 
ever more nurnerous. Iristruction was still concerned with understanding 
the bibliographic architecture of the library, but in a more user-friendly 
environment. It also became concerned with elementary computer instruc- 
tion and with critical thinking. (Contrary to popular myth, the young are 
not all “compiiter literate”-...hatever that means-and today’s students are 
not all young.) This trinity of 1) elementary conipiiter and library biblio- 
graphic instruction, 2) information competence (for both “traditional” and 
electronic resources), and 3 )  critical thinking make today’s library instruc- 
tion an essential part of the general-education curriculum. If students have 
the benefit of such a program in their first year of higher education, they 
will have a solid platform for the rest of their studies. They will possess the 
ability to profit from continuing human-to-human reference services, and 
the lifelong power to control their lives through knowledge and informa- 
tion. 
INCONCLUSION 
We must examine and affirm the core values of our profession if we are 
to flourish in a time of change and maintain the ethic of senice to individ- 
uals and society. In particular, we must maintain the vital human-to-human 
component that typifies reference service across our history. This is an age 
in which hunian values are under strain; human contact and sympathy 
become inore prized as they become rarer. Let u s  always have an open door 
and give to all the fruits of our skills, our experience, and our willing hearts. 
REFERENCES 
Raker, S. L., and Lanraster, F.W. (1991). Thr memwemenl and malucitzorr rflibrmy smim.  2nd 
ed. Arlington: Information Resources Press. 
Butler, P. (1963).An intmduction to librury e. (:himgo: University of Chicago Press. 
Campbell, J. (1992). Shaking the conceptual fo‘oundations of reference. Refmrnce SmJices &?-
uim, 20 (4), 29-36. 
asson, L. (2001). Libraries in (he arrcieal worZd. New H;iven: Yale University Press. 
offman, S. (1999). Reference as others do it. Ammican Lihrcuie.y, 30 (5),54-.56. 
utter, C. A. ( I904). RuZa f.7 a printed dictionmy catalog. 4th ed. TVashington DC: GPO. 
Finks, L. M’. (1989). Values without shame. ilmcricnn Libi-w%s (April 1989),352-356. 
Gorman, M. (2000). Ow rndurii/,q vrtlur.\. Chicago: A M ,pp. 10-12. 
Green, S. (I 876). Personal relations between librarians and readers. 11nioZc.anLihmry,JournaZ, 
1 (2 -3 ) ,  74-81. 
Ranganathan, S. R. (1963).7 ’h r f i ve  Z ~ L ~ L I ~o j  library science. 2nd ed. New York: tbia Publishing 
House. 
Rothstein, Samuel. (1968). In search of ourselves. I,ibm?y,[oumaZ (Janiiaiy 15),1.56-1.57. 
Shera,J. H. (1970).S o c i o / o ~ ~ c . U ~ ~ J z r n d o l i o n s  Bor11hay: Asia Publishing House. cflibr~~riunshlp. 
Stockwell, F. (2000) A hislorq. of injiorrnation storug und ~ l r i n ~ n l .Jefferson, KC:McFarland, p. 
11. 
Tyckoson, D. A. ( I999). U’hat’s right with reference. Amrrzc.anLibrctnrs, 30(.i), 57-63. 
M’ells, H. G. ( I951). The outlinr o j  histoiy: Bezng n plain history of /qeand nicinkind. Revised ed. 
Garden City, hY Doubleday. 
Wells, H. G. (1895). The lime machinr. NewYork H. Holt. 
What Is the Best Model of Reference Service? 
DAVIDA. TYCKOSON 
ABSTRACT 
REFERENCES RVICE IS BASED UPON A SET of core functions that have re- 
mained valid since the earliest days of the public library movement. Inher- 
ent in those functions is a set of core values, including accuracy, thorough- 
ness, timeliness, authority, instruction, access, individualization, and 
knowledge. Models of reference service that emphasize different aspects 
of those values take very different forms. In determining the best model for 
a specific library, the values of the community that the library serves must 
be taken into account. No one model is best for all libraries. 
For anyone using libraries today, reference senice is a standard feature. 
Regardless of the type of library, the size of its collections, or the demo- 
graphics of its users, patrons expect to get help with everything from com- 
plex research projects to finding materials in the collections. Service has 
become almost synonymous with libraries. 
This was not always the case. Reference service is a relatively recent 
development in library history, and the methods in which reference services 
are provided are still evolving. Administrators and reference librarians alike 
struggle to develop the most efficient and effective means of providing 
reference service to their users. During a time when change seems to be 
the only constant, librarians are seeking new models for providing service 
to their users. 
Beginning around 1980, a number of innovative methods for provid- 
ing reference service began to be created and promoted in the literature. 
From the Rethinking Reference project (Rettig, 1992) to the Brandeis 
model of tiered reference service (Massey-Burzio, 1992) to 24/7 online call- 
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center-based electronic inforrnation services (Coffman, 1999),each new 
method has been promoted as the next revolution in the provision of ser-
vice. Those who create these methods are often lauded for their innovations; 
while at the same time, those who retain older models often worry that they 
are becoming margina1i.d arid outdated. Predictions of the demise o fli-
braries in general-and of reference services in particular (Campbell, 
1992)-have left many reference librarians wondering what the fiiture holds 
in store. Some ivonder if rcfcreiice has a fiiture at all. 
Many see the values that atti-acted them to the field of reference as slip-
ping away in a sea of electrons. Newly hired reference librarians often rein- 
ption as they rlio~v clear preferences for the Internet and 
databases over traditional reference Tvorks and the library catalog. At a time 
when fear seems to be 1-eplacing faith as one of the prime motivating factors 
among reference librarians, we need to reexamine the foundation of what 
we do and identify the core values inherent in reference senices. By viewing 
change Lvitliin those d u e s ,  we can better understand how new models of 
senice can enhance-or hinder-the proLision of reference service. 
LIBRARIESAND CC)R/ZMUNITY 
With ver). few exceptions, libraries are not independent organizations. 
Virtually every 1ibrar)- sei-vesa broader institution and is directly responsi- 
ble to that institution. Public libraries sene the people living within specific 
geographic and political bouiidai.ies--most commonly a city or county. 
School libraries serve the students of a specific school or district. Acadcm- 
ic libraries serve the students and facrilty of a specific college or university. 
Special libraries serve the staff of a specific company, government agency, 
or organization. In each case, to be effective the library must meet the 
unique information and service needs of its own community. Expectations 
for information and service needs vary greatly from one community to 
another (even for the same kind of library), but the role of each library is 
to meet particular expectations of its own community. Although the func- 
tion of a corporate library may appear to be very different from that of a 
public library, each serves as the information center for its own clientele. 
In order to survive, the library must develop a symbiotic relationship 
with its parent community. Successful libraries serve their community and 
are rewarded for that service. The comrnunity benefits from the informa- 
tion and services provided by the library; thc l i b r a i ~  benefits fi-om receiv- 
ing a strong political, economic, arid cultural status. Both community and 
library grow and evolve together. A community that neglects its library will 
need to develop other means for satisbng its informational needs-or go 
without. If the library fails to provide useful information and services, the 
community will turn elsewhere for those functions. In each of these cases, 
the library will wither and die-and the community will also suffer. 
Although libraries are highly complex organizations, their- activities can 
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be boiled down to three distinct functions. First, libraries select and collect 
information relevant to their community. Historically, this selection process 
has been the heart of what libraries do. Librarians sort through the universe 
of available information and bring together the portion that is most rele- 
vant to the parent institution. To be successful, librarians must know the 
needs of their community and reflect those needs in the library’s collec- 
tion. From ancient times, libraries have identified and collected informa- 
tion of value to their community. 
The second function of the library is to organize the information within 
its collections. This process is not purely an intellectual exercise, but a ne- 
cessity that enables librarians and patrons to locate needed information 
when it is needed. When a library consisted of a single shelf of books, it was 
relatively easy to browse through the titles to find the one or two pertinent 
sources. When the collection began to fill a room, indexes and catalogs were 
developed to guide users. When parts of the library became digital, new 
tools and organizational skills were needed. As the library became larger, 
more sophisticated organizational tools were developed, from cataloging 
rules to controlled vocabularies to MARC records. Each tool was designed 
to be inore efficient and effective in guiding users to information. Regard- 
less of how an individual library is organized, the fact that it is organized 
adds value to the information contained within its collections. 
The final, and most recent, function of the library is to provide direct 
information services to members of the community. As libraries became 
larger, even the organizational tools developed by librarians were not suf- 
ficient to help patrons find the specific information that they needed. When 
members of the community required help, they turned to the most knowl- 
edgeable resource-the librarian. As faithful servants of the community, 
librarians took on the new responsibility of helping users find what they 
needed. This is what we now call reference service. 
The Birth of Reference Service 
Reference service as we know it today is a direct outgrowth of the 
nineteenth-century American public education movement (Garrison, 
1979). Before universal public education, the vast majority ofthe Ameri- 
can public was illiterate; libraries only benefited the elite minority. Before 
the 1850s,libraries were limited to colleges, government, and subscription 
libraries that served small segments of the entire community. During the 
late nineteenth century, the relationship of the library to the community 
changed significantly. 
The primary goal of the public education movement was to produce a 
literate working class. Employers felt that having a literate workforce would 
be more productive on the job; but literacy would also create a better soci- 
ety for those employees off the job. One direct consequence of the public 
education movement was the development of true “public” libraries. Un- 
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like subscription libraries, which were open only to paying members, the 
new public libraries were available to everyone. Communities that estab- 
lished public libraries were often surprised at how well they were received. 
Not only did the elite patronize the libraiy but many of the formerly dis- 
enfranchised working class took adrantage of their new education. There 
was only one problem-they did not know how7 to use the library. Thus 
reference service was developed to solve that problem. 
The beginning of reference service is generally attributed to Samuel 
Swett Green, who in 1876 published the first article on helping patrons use 
the library. MJhile it is doubtful that Green actually invented the idea of 
reference service for librav users, he was the first to speak publicly about 
the concept and was the first to discuss it in writing. In both his speech to 
the first meeting of the American Library Association and his Librury Jour-
nal article, Green discussed the need for librarians actively to assist mem- 
bers of their communities in using library resources. While the term “ref- 
erence” did not evolve until several decades later (Rothstein, 1953), the 
publication of Green’s article helped to popularize the new concept of 
reference service. That patrons appreciated such service is evident from the 
fact that virtually all modern libraries still offer some version of “personal 
relations between librarians and readers.” 
COMPONENTS SERVICEOF REFERENCE 
In his seminal article Green (1876) introduced four prime functions 
for the reference librarian. These ftinctions remain the basic components 
of reference service today. Briefly stated, the reference librarian: 
Instructs patrons how to use the library 
Answers patron queries 
Aids the patron in selecting resources 
Promotes the library within the community. 
The first function came about as a direct result ofpublic education. The 
newly educated members of the community wanted to gain access to the 
information resources of the library, but had no idea how a library was or- 
ganized or functioned. Teaching the community to use the library became 
an extension of the overall education process. 
As community members used the library, they often wanted informa- 
tion about specific topics. Naturally, they turned to the librarian for expert 
assistance.By applying knowledge of the library and its organizational tools, 
the librarian was frequently able to find that information. Over time, the 
reference librarian as question-answerer was born. For many library users, 
this remains the most visible image of the reference librarian today. 
However, not every patron came to the library looking for specific fac- 
tual information. Many came simply wanting something to read-and, af-
ter reading one work, they often wanted to read something similar. In the 
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early days, the librarian was charged with leading readers to the “good 
works”-those that emphasized the benefits of honesty, hard work, and 
strong moral character. As times and tastes changed, this guidance process 
evolved into the Reader’s Advisory services that we know today. 
Finally, Green saw that the library had to demonstrate its value to its 
parent community. The best way to do this was for the librarian to be high- 
ly visible and to become an integral part of the research process. Provid- 
ing direct service to users would lead those users to appreciate, and by ex- 
tension to support, the library. Green advocated having the librarian mingle 
freely with users. While the simple act of mixing with patrons has evolved 
into today’s polished outreach and marketing campaigns, the idea remains 
the same-to make the library prominent in the minds of its community 
members. 
Many changes have taken place since the publication of that first arti- 
cle. Samuel Rothstein (1955) detailed the growth and development of ref- 
erence service from the earliest times until the mid-twentieth century. Oth- 
ers have followed changes in reference service through the 1990s (Tyckoson, 
1997). Many new models, new tools, and new ideas have been discussed, 
implemented, and accepted into practice. However, despite all of these 
changes, the basic functions of reference service have remained essential- 
ly constant. 
INHERENTVALUESOF REFERENCE SERVICE 
Each of Green’s four functions of reference service is built upon a set 
of core service values. Rarely mentioned or studied, these values underlie 
each of the primary activities of the reference librarian. An examination 
of the core values of reference service is essential to understanding the basis 
for defining that service and for understanding the conflicts that arise 
around it. 
The first of Green’s functions involves teaching patrons how to use the 
library. In more modern terms, we call this “bibliographic instruction” or 
“information literacy.” The act of instruction carries with it three distinct 
facets: the subject content being taught; the process of using that informa- 
tion in the research process; and the ability to critically evaluate informa- 
tion. To be successful, the librarian must teach the patron a specific knowl- 
edge base (such as the fact that Education books within the Dewey Decimal 
System are in the 370 call number, or that the ERIC database indexes edu- 
cation journals and reports), the context and process for using that knowl- 
edge (the Dewey system divides knowledge into ten discrete categories and 
like subjects are categorized together in a hierarchical manner; or search- 
ing the ERIC database is most effective when using Boolean combinations 
of controlled language subject descriptors), and the ability to evaluate the 
information found in the search (this book is out of date or this ED docu-
ment is directly relevant to my research project). In this respect, the skills 
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implicit in teaching patrons how to use the library are factual knowledge, 
understanding the research process, and critical thinking. 
Factual knowledge of a different kind is also valued in answering pa- 
tron queries. In teaching patrons how to use the library, the librarian is 
transferring knowledge. In answering questions, the librarian is seeking 
knowledge from the broader world for the patron. In the first example, the 
librarian knows the process and teaches it  to the patron. In the second, 
neither the patron nor the librarian know the answer in advance; they seek 
it together. The values associated with answering questions are not related 
to the process of answering, but to the answer itself. 
The most conimon value associated with answers is accuracy Regard-
less of how well the process of a reference query is handled, a wrong an- 
swer will almost always result in a poor satisfaction rating by the patron. For 
precisely this reason, accuracy has been frequently studied as a measure of 
referencc s~iccess. Hernon and McCliire’s 555% rule (1985) and other sim- 
ilar unobtrusive studies are based solely upon measuring the value of ac- 
curacy. These studies have been heavily criticized by reference librarians 
precisely because accuracy is not the only value associated with answers to 
patron queries. 
Thomghnrss is another such factor. An answer may be accurate but 
incomplete. When working on a question, a reference librarian often keeps 
searching for a better answer even after finding one or more possible solu-
tions. By consulting additional sources, the librarian is able to verify the 
accuracy of the initial response and to determine if the answer may have 
changed in some respect. For example, a question with an apparently sim- 
ple answer (Who is the U.S. ambassador to the United Nations?) may be 
found in any of a number of different directories. Depending on when that 
specific question is asked and when the source was written, the answer may 
have changed. To be certain that a published answer is accurate, the librar- 
ian might check the answer found in a government directory with other 
sources such as supplements to the original source, Fucts on Ale, or the In- 
ternet. Finding an answer is often simple, but verifying that it is complete- 
ly correct can be very difficult. Because a reference librarian usually can- 
not continue work on one single question indefinitely (what with other 
patrons or priorities to attend to), a good professional librarian has an in- 
tuitive feel for when to stop working on a question. 
Timeliness is another important value. Often patrons need an answer 
quickly and the reference librarian does not have sufficient time to conduct 
a thorough investigation of the topic. Some patrons (such as those work- 
ing on genealogy) may be willing to wait days, weeks, or even months for 
an answer. Others (such as those who need data for a presentation, paper, 
or meeting) have a definite time limit, and information delivered after that 
limit is useless. The first patron wants accurate information regardless of 
the wait. The second will accept a quick answer even if it is not thoroughly 
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researched. Accuracy and timeliness are both valued by these patrons, but 
in much different ways. 
Finally, reference librarians value authority when answering questions. 
During the time when most answers came from published reference sourc- 
es, the authority of the answer was most frequently reflected in the identi- 
ties of author and publisher. For example, an answer from a newspaper 
citing an unnamed source was not considered as authoritative as an answer 
written by a university professor and included in an encyclopedia published 
by Macmillan. Similarly, an answer found in the Statistical Abstract had the 
authority of the United States Census Bureau behind it, whereas data in- 
cluded without attribution in a magazine article had only the validity of the 
article’s author. Reference librarians learned which sources and publish- 
ers were most likely to produce authoritative material and tended to use 
those sources to answer patron queries. With the advent of the Internet, it 
has become very easy to find unauthoritative sources, but finding an answer 
that is believable can be quite difficult. The value that sets reference librar- 
ians apart from other services that answer questions is their dedication to 
finding authoritative information. 
The third function of the reference librarian is what we now call Read- 
er’s Advisory. Public libraries offer reader’s advisory services in order to 
guide patrons to books that they might like to read. Reader’s advisory ser- 
vices in public libraries are most commonly associated with fiction collec- 
tions, where patrons read one author or genre and come to the librarian 
in order to find similar works. For example, a patron who has read works 
by the author Rita Mae Brown might be referred by the librarian to Lillian 
Jackson Braun, since both authors involve cats in their mystery novels. Ac- 
ademic librarians do a great deal of reader’s advisory service as well, but 
they do not usually call it by that name. In academic libraries, reader’s ad- 
visory often takes the form of referring students to sources or databases 
relevant to their research. In academic libraries, the question “Where 
should I look for information on my topic?” is really a request for reader’s 
advisory service. The student is seeking not an answer to a specific factual 
question, but sources that can lead to further information on the topic. As 
libraries have come to rely more upon electronic databases, the number 
of reader’s advisory requests has risen dramatically. 
The key value involved in reader’s advisory is knowledge: knowledge of 
the reader; of the literature; and of the collection. A librarian who is good 
at this service must understand the needs of each patron. The librarian must 
understand the general interests of the community served by the library and 
must also relate to the specific needs of each patron. Reading level, lan- 
guage skills, and educational background all factor into good reader’s ad- 
visory service. The librarian must also be aware of the universe of sources 
from which to recommend selections. Most reference librarians are also in- 
volved in collection development, and the subject knowledge gained from 
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building the library collection transfers over to reader’s advisory. Finally, 
the librarian must know the local collection. Suggesting sources that the 
reader cannot use is not only unhelpful, it is downright irritating. For ex- 
ample, it does little good to suggest that a patron search a database that the 
library does not  offer. It aggravates the user, and it reflects poorly on the 
library, since the student will inelitably wonder why the library lacks the rec- 
ommended source. Reader’s advkoi? services depend on librarians who val- 
ue and understand the relationship of the reader-, the literature of the dis- 
cipline, and the local collection. 
The final function of Green’s reference librarian is to promote the li- 
brary within the community. Mihile this function is certainly self-serving, it 
eiisiires that the other functions will continue to be available. Without sup- 
port from the community, the library itself would fail. The implicit assump- 
tion is that the librarian is promoting the library on a one-on-one individu-
al basis. According to Green (1876),“One of the best rneans of making a 
library popular is to mingle freely with its users and help them in every way” 
(p. 78). Reference is not something that is packaged and marketed to the 
masses; rather, it is a service that treats every library patron as an individu- 
al with unique needs. The library is promoted because each patron feels 
that the librarian is working specifically for him or her. For many commu- 
nity members, the library is one of the vei-). few social institutions where they 
receive such service. A m s s  and intliuidunlizalion are highly valued aspects 
of reference service. 
Although much has changed in society over the past 125years, these 
basic values remain at the foundation of reference service. Today’s technol- 
ogy allows 11s to offer infomiation services to anyone in anywhere. We now 
have more information available than at any other time in human history. 
Despite these advances, the basic values of reference service are virtually 
unchanged. The tools with which we work are very different from those in 
Green’s time, but the process in which we are engaged is very similar. 
CONFLICTING AND MODELSOF SERVICEVALUES 
While the individual values upon which reference service is based re- 
main unchanged, the emphasis among those values can vary greatly. Dif- 
ferent models of reference service exist because each model emphasizes a 
different set of basic values. U’hen a model that is based upon one value is 
evaluated on the basis of another, misunderstanding arid conflict arise. Ex7en 
within a single function of the reference process, such as answering patron 
questions, values of accuracy, timeliness, thoroughness, and authority are 
frequently in direct conflict with each other. To guarantee that an answer 
is thorough and accurate, the librarian may have to compromise on time- 
liness. For an answer to be timely, the librarian may not be able to guaran- 
tee authority or accuracy. The model of reference service chosen by an 
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institution is an indication of which values are considered most important 
to the library-and to the community that it serves. 
Debates on models of reference service are nothing new. Not long af- 
ter reference service became common in libraries, a conflict developed 
between the values inherent in the first two functions-offering instruction 
and answering factual queries. Some librarians emphasized the instructional 
aspects, whereas others emphasized question answering. Throughout the 
twentieth century, librarians debated these two models of service. 
This debate has been well documented by Kothstein (1955, pp. 75-79) 
and is summarized in the Encyclopedia of Library and Information Science 
(Galvin, 1978). The model of service that emphasizes education over infor- 
mation has been termed the “conservative” or “minimum” model, with the 
ultimate goal being to train patrons to use the library independently. The 
process of finding information is valued above the information itself. This 
model has long been the predominant approach in school and academic 
libraries, where the mission of the broader institution is clearly education- 
al. Its many variations culminated in the concept of the “teaching library” 
(Guskin, Stoffle, and Boisse, 1979), in which bibliographic instruction be- 
comes the central role of the entire academic library. 
The “liberal” or “maximum” model emphasizes information over pro- 
cess. Under this model, when a patron asks a question, the librarian finds 
the answer and may even deliver it to the patron. The librarian does not 
attempt to educate the patron in the process, but puts all of the effort into 
finding accurate and authoritative information. Proponents of this model 
believe that libraries are highly complex organizations and that attempting 
to train all patrons in the skills necessary to navigate this organization is 
impossible. Rather than spending time and effort to create independent 
library users, the librarian serves as a subject expert who is to find and an- 
alyze the information in the collection. Used heavily in corporate and gov- 
ernment libraries (where the librarian is viewed more as a research col- 
league than as a teacher), this model places a high value on accuracy, 
thoroughness, timeliness, and authority. 
Obviously, neither of these extremes is the “right” model for all refer- 
ence departments. In fact, most libraries offer services that fall between 
these two extremes. Reference librarians tend to value both the teaching 
aspects of reference work and their ability to answer specific questions. Both 
models can even exist simultaneously within the same institution. Some 
large universities have general, undergraduate-oriented libraries that em- 
phasize the teaching side of reference work, and small, discipline-oriented 
departmental libraries that emphasize factual knowledge. Even within the 
same reference department, librarians may practice one model with one 
group of users and another model with a different group. In some librar- 
ies, it is standard policy to show students how to conduct research (the 
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conser~ative/miiiirnuni model) while librarians will actually conduct exten- 
sive searches for Faculty (the liberal/niaxiinuin model). Departmental 
guidelines on how much Tvork to do for any given patron or how much t h e  
to spend with a single user stand as attempts by reference librarians to reg- 
ulate the relative strengths of these two opposing vielvpoints. 
TECHNOLOGYAND CHANGE 
T/l”iile technology is not the only factor that has changed in libraries, it 
is most certainly a driving force. In an interview published shortly before 
his death in 198.5, Hiigh Xtkiiison (Alley, 1985) predicted that technology 
would spark a revolution in reference service by the end of the twentieth 
century. His prediction came true, as reference librarians explored arid 
adopted an ever-gi-owing number of innovations for providing information 
content and delivery. Before the mid-l980s, information technology had 
been applied primarily to the technical and organimtional sides of the li- 
brary, mostl:, to develop large centralized catalogs arid databases. As the 
power of computing became more decentralized and universally available, 
librarians used it to enhance the service models of the past. 
In most reference departments, the first encounter with information 
technology was through inediated online database services such as Dialog 
and BKS. Such services became widely available in the mid-1970s through 
the mid-1980s. Since most libi-aries were unable to absorb the costs associ- 
ated with this kind of‘database searching, patrons usually paid for some or 
all of the direct costs. Although the librarian worked with the patron to 
develop search strategies arid review results, it was the librarian who under- 
stood the process and who had access to the technology. To reduce costs, 
the librarian actually did the work while the patron obsenred the process. 
In many ways, the economics of mediated searching dictated that librari- 
ans follow the liberal/maximum model of reference service. 
From the mid-1980s to the mid-l990s, there followed a period of un-
mediated searching of some of those same databases on CD-ROM. Librar-
ians purchased databases that members of their community could use; while 
the librarian still controlled the possible sources, it was up to the patron to 
perform the search and evaluate the results. Since the cost of the database 
did not depend on usage, a library could purchase the database and make 
it available to all community members at no charge. Not surprisingly, the 
total number of database searches rose dramatically. The librarian’s role 
shifted from that of performing the search to that of teaching patrons how 
to do their own searches. The model of service shifted along with this 
change in technology, from the liberal/maximum model toward the con- 
servative/minimum model. 
What neither Atkinson nor any other visional7 could predict was that 
information technology would be directly adopted by library users in their 
homes and offices. With the advent of the Internet in the 199Os, the public 
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gained the ability to find information virtually anywhere. Information that 
once would have required retrieval by a reference librarian was now in the 
hands of anyone with a computer and a phone line. 
As information technology became available in the household, new 
predictions began to emerge. Some said that the reference librarian-in- 
deed, the entire library-would no longer be needed. Others felt that the 
new technology required a new means of delivering reference services, 
especially for those patrons who were not physically present in the library. 
These predictions often cited the declining statistics of reference use in 
libraries of all kinds in all areas of the nation. A variety of new models of 
reference and library service were proposed and touted as the way of the 
future. In addition, a number of commercial information services and 
dot.com companies attempted to take on some roles formerly reserved for 
the reference librarians. In a matter of a few short years, there arose a feel- 
ing that reference librarians had lost control over their chosen profession 
(Tyckoson,1999). 
NEWMODELS,OLDVALUES 
The key to understanding and evaluating the new models of reference 
service is to examine them in light of the traditional values. The new mod- 
els of reference service do not dismiss the traditional values; they simply 
emphasize different combinations or aspects of those values. The most ef- 
fective way of evaluating a new model of reference is to compare the val- 
ues associated with that model to those of the community that the model 
is designed to serve. Some examples of this analysis follow. 
Traditional Reference Model 
The traditional reference service is closest to the liberal/maximum 
model. In the traditional model, the reference librarian works at a desk or 
counter and handles all types of queries, from directional questions to in- 
depth research. The role of the librarian is primarily to answer patron ques- 
tions and secondarily to provide reader’s advisory services. Patrons receive 
individual attention and service, although they may have to wait in line when 
the library is busy. The traditional model of reference service emphasizes 
the values of personal service, access to information, knowledge of the dis- 
cipline and collections, accuracy, and timeliness. Traditional service deem- 
phasizes the values of instruction and thoroughness. 
The Teaching-Library Model 
The teaching-library model represents the extreme opposite of the 
traditional model and is a primary example of the conservative/minimum 
approach. The role of the librarian is not to answer questions, but to pro- 
vide instruction in the research process. Reference librarians working un- 
der this model often work with patrons in groups in classroom settings 
rather than individually at a reference desk. Patrons do not approach the 
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librarian when they have an information need, but are introduced to the 
librarian before such a need arises. The teaching-library model highly val- 
ues all of the educational aspects of librarianship, including factual knowl- 
edge, the research process, and critical thinking. This model also values 
authority and thoroughness over accuracy and timeliness. Personal ser- 
vice is not as important as in the traditional model. Knowledge of the dis- 
cipline and collection is also considered subordinate to knowledge of the 
research process. 
Tiered RefiencP Services 
In tiered reference services, different librarians or staff answer differ- 
ent kinds of questions. Initially made popular as the Brandeis model of 
reference service, tiered reference has subsequently developed several dif- 
ferent variations. Their common feature is that support staff or students 
answer the majority of the simple queries and that reference librarians are 
reserved for answering in-depth research questions. In some cases patrons 
are required to make appointments for research consultations, whereas in 
others they are simply referred to a different desk or area of the library. One 
of the primary goals of tiered-reference service is to allow reference librar- 
ians to make better use of their subject and research skills. 
Tiered-reference service places very high value on a librarian’s knowl- 
edge of the discipline and of the collection. Since its primary goal is to allow 
librarians to spend more time with patrons, this model also values accuracy, 
authority, and thoroughness. Tiered reference also values personal assistance, 
but places less value on access and timeliness. It is more difficult to reach a 
librarian, so patrons who need answers quickly may not take advantage of 
the benefits. Tiered service does not place a high value on the educational 
aspects of reference service, although those patrons who receive in-depth ser- 
vice may also receive personal instruction in the research process. 
VirtualReference S m i c e s  
One of the more recent models of reference service is the virtual ref- 
erence desk or online reference service. These services are designed to help 
patrons using technology-especially when those patrons are not physically 
within the library. Using email, chat, and call-center-based software, librar- 
ians help patrons in real time over computer networks. Virtual reference 
is advertised as being able to reach patrons at any time of day or night at 
any location in the world. As such, virtual reference service places the high- 
est value on access, accuracy, and timeliness. Virtual reference also values 
personal service, although without having the librarian and patron meet 
in person. Values associated with the educational and reader’s advisory 
aspects of reference service are not as important in virtual reference ser- 
vice, since the focus is usually on providing answers rather than instruct- 
ing users. Interestingly, some commercial information services that provide 
virtual reference service confuse reader’s advisory with answers to queries. 
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Instead of providing information in response to a patron question, they 
recommend sources (usually web pages). These services often end up dis- 
appointing and confusing their customers, who generally expect the qual- 
ity of service provided by library reference departments. 
THE“RIGHT”MODELOF REFERENCE SERVICE 
Each model mentioned above is based upon the same set of core ser- 
vice values, but each emphasizes a different subset of those values. For any 
model to be successful, there is one value that must be emphasized above 
all others: knowledge of the community that the library serves. A library staff 
that understands its users and their needs will develop a service model that 
best supports those needs. Models that work well in one library will not 
necessarily apply to another that serves a different type of community. For 
example, a library serving a high school in which every student is given a 
laptop and an Internet account may wish to set up a virtual reference desk 
to support homework and after-school programs. However, this model 
would not be appropriate for a public library serving a low-income commu- 
nity where few families have computers at home. Similarly, a teaching-library 
model may work very well in an undergraduate liberal arts environment, 
but it would be totally out of place for a corporate library. 
No single model of reference service applies to all libraries. Many new 
models have been proposed over the past two decades, and many others 
will be proposed in the future. These models receive attention in the pro- 
fessional literature precisely because they are innovative. However, the fact 
that they receive attention does not imply that they must be adopted. The 
needs of the community must remain foremost in the minds of reference 
librarians, who should not feel pressured to change models of service sim- 
ply for the sake of change. Just as CD-ROM replaced mediated searching 
and the Internet is replacing CD-ROM, good new ideas will continue to be 
incorporated into the mix of library services. Traditional reference service 
remains the predominant model in libraries today not because reference 
librarians lack initiative or are stubborn or resist change, but simply because 
that model still meets the needs of many communities that libraries serve. 
Each model of reference service should be measured against its ability 
to support the values upon which it is based. A model that emphasizes in- 
struction should not be criticized for failing to provide accurate, thorough, 
and timely answers to patrons’ questions. Conversely, a model that values 
factual information should not be criticized for failing to teach the research 
process. Most important, any model should be measured against commu- 
nity values. As new models are proposed, librarians should study those 
models to determine if they offer advantages over existing systems. Over 
time, communities change, libraries change, and models of reference ser- 
vice change. Determining the best model of service for an individual library 
should be a process of evolution, not revolution. 
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Faculty Relevance Criteria: Internalized User Needs 
LYNNWESTBROOK 
ABSTRACT 
REFERENCELIBRARIANS, ONLINE SEARCHERS, system designers, and other 
information professionals work to incorporate user-based relevance crite- 
ria into information services and systems. Genuinely utilizing the relevance 
criteria that patrons employ requires, as a first step, the development of an 
in-depth understanding of those criteria. This study progresses toward that 
understanding by providing new data on the criteria used by members of 
a rarely studied interdisciplinary population and by developing a user- 
centered methodology. Each of five Women’s Studies faculty members was 
interviewed concerning her immediate reactions to different resources 
provided in direct response to real, on-going information needs. The cri- 
teria identified by this approach went beyond topicality, currency, and oth- 
er basic aspects of relevance criteria to include elements such as interdisci- 
plinarity and theoretical perspective. 
INTRODUCTION 
The concept of relevance remains central to library and information 
studies work, the gold standard by which services and systems are judged. 
Those that put relevant information into patrons’ hands succeed; all oth- 
ers fail to some extent. The practical aspects of relevance work may be loose- 
ly divided into two approaches, system-centered and user-centered. The 
system-centered approach seeks to develop the competence of an external 
agency (such as a database or search engine) that can recognize relevant 
information by its similarities to the semantic representation of an infor- 
mation need. A series of OPAC searches, for example, should retrieve rel- 
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evant items on the basis of semantic clues in the search statement (e.g., 
words used, context of word use, and word relationships) by placing them 
in relationship to the document representation (i.e., the cataloging record). 
The system-centered work builds on an assumption that the information 
embodied in a document or its surrogate can be objectively, if somewhat 
imprecisely, matched to the actual information need as articulated in a struc- 
tured query (Mizzaro, 1997, p. 812). This approach leads to developments 
in document representation and information retrieval (e.g., Saracevic, 1969; 
Bookstein, 1979; Janes, 1991). 
The user-centered approach to relevance work holds that such a com- 
plex, highly personalized array of factors comprise relevance for a single 
individual in a certain situation at any given point in time-that no outsid- 
er can accurately judge relevance. Reference librarians often observe this 
phenomenon in action when users reject a number of “relevant” items in 
favor of what appears to be an irrelevant item. This user-centered approach 
leads to a taxonomy of user-generated criteria and an enhanced understand- 
ing of the elements involved in making relevance judgments (e.g., Cool, 
Belkin, & Kantor, 1993; Park, 1993; Barry, 1994). Reference librarians who 
understand the full range of possible relevance criteria can effectively serve 
their patrons. Both approaches strengthen the effort to link individuals with 
the information they need. 
RESEARCH QUESTION 
Contributing to the user-centered approach, this study seeks to identi- 
f y  and describe the criteria that members of one population (faculty teach- 
ing Women’s Studies courses) apply to information provided, at their re- 
quest, to assist them in meeting one type of information need (a single 
curriculum-development project). What range of criteria is possible? This 
study characterizes and classes the factors pertinent to this sample of this 
user group in this setting. 
Since so little research has been conducted on the criteria used by inter- 
disciplinary scholars, and since nothing at all has been done on Women’s 
Studies faculty, no hypothesis is yet ready for testing; therefore this is an ex- 
ploratory study. While no generalizations are claimed on the basis of these 
data, a range of criteria have been identified and delineated. Finally, some 
tentative explanations are proposed for the consideration of reference librar- 
ians, Women’s Studies faculty, and Library and Information Studies scholars. 
DATA-GATHERINGMETHODOLOGY 
In this study, the relevance definition centered on “utility” (see Regazzi, 
1988).As in natural information-seeking situations, participants made their 
own determinations regarding the effort worth expending on each item. 
In this endeavor to understand what makes information appear valuable, 
useful, worth some effort to obtain, or simply “good to know about,” it was 
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critical that the methodological approach focus on actual needs of the 
participants. A qualitative approach was employed, using an unstructured 
interview as the primary data-gathering technique and content analysis as 
the primary data-analysis technique. 
For the purposes of this small-scale exploratory study the population was 
defined as faculty (tenure-track and lecturers, but not teaching assistants) 
who were actively interested or engaged in a curriculum development project 
for a course offered or cross-listed by the Women’s Studies program of a large 
midwestern university. As Women’s Studies is a highly interdisciplinary field, 
the two participant-recruitment methods were designed to maximize rep- 
resentation of this diversity. First, the researcher personally invited three fac- 
ulty members whose teaching areas represented varied information needs: 
an international social policy perspective, a medical science perspective, and 
a fine arts perspective. Second, an electronic notice soliciting participation 
was sent to the Women’s Studies chair, who forwarded itwith her recommen- 
dation to all twenty-three members of the Women’s Studies faculty. Two more 
participants responded electronically and, after brief telephone conversa- 
tions, elected to join the study. Their information needs represented racial, 
historical, and lesbian studies perspectives. 
Demographic variables were not sought from participants on the 
grounds that the sample was far too small to provide meaningful informa- 
tion. It is worth noting, however, thatJoanna Lewis is African American and 
probably the youngest participant; Kate Jacobs and Frankie Taylor are a 
generation older than the others; Jo Lawler is probably not American, giv- 
en her accent; and Margaret Goodman had a child in daycare at the time 
of this study, a fact which may have heightened her interest in her area of 
study. (All participant names are pseudonyms.) 
After each participant signed her consent form, an initial interview was 
scheduled in order to develop as full an understanding as possible of her 
information needs. The interviews were, with the permission of the partic- 
ipants, taped. Complete transcriptions of these tapes provided some data. 
Participants were asked to explain the course and what they needed for 
it as if they were talking to a research assistant (RA) who would then go out 
and find the information for them. (While Lewis had not yet had an RA, the 
others were accustomed to that relationship. Without exception each par- 
ticipant explicitly stated that the researcher was viewed as an experienced 
librarian, and not as an RA, in that the need was explained in greater depth 
than it would be for an RA.) As they explained what was needed, probing 
and clarifylng questions were used to elicit additional detail. When nothing 
more was forthcoming, the researcher asked follow-up questions on the basic 
points commonly covered in an extensive reference interview; e.g., geograph- 
ical limitations, language, and preferred information format. In addition, 
the participants were questioned about their preferences regarding the for- 
mat of the research results; e.g., printouts of citations alone or citations with 
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search terms. Finally, they were asked to specify their preference for the 
format of the meeting at which the search results would be presented to 
them. They were asked to work in the way they found most comfortable and 
typical, so long as it allowed face-to-face interaction at some point. Four of 
the five wanted to rexiew searches with their Rtk in person and the fifth was 
willing to do so. For all five participants computer printouts were quite ac- 
ceptable. No firm limitations as to the number of cites were set. 
In this interview the details of the verbal contract between participant 
and researcher were firmly established. The faculty were to state a real infor- 
mation need and to offer informal verbal feedback on the results of the 
searches done for them. The researcher was to provide the best possible 
search results and was allowed to include items about which there was a sin- 
cere question as to relevance. No set number of interviews was requested; the 
determining factor would be the extent of the participants’ interest in con- 
tinuing to reliew the infomiation gathered in response to their stated needs. 
Based on the understanding developed in the initial interview, the in- 
formation search was conducted as soon as possible. A variety of resources 
(print, CD, and online) were used in an effort to find whatever would best 
meet the need. (U’eb sites were not of interest to any of the participants at 
the time of this study; given the rapid growth of sites in Women’s Studies, 
however, that preference may well have changed.) Common tools includ- 
ed: the university online catalog, several Wilson indexes, Ilissertation Abstracts 
International on CD-ROM, and the Social Science Citation Index on CD-ROM. 
Resulting citations were printed out with abstracts whenever possible. Pag- 
es from reference books were photocopied. The final pool of results was 
then grouped into a single stackwith each separate citation numbered. (Dr. 
Jacobs eventually requested that certain information be created for her, such 
as lists of United Nations agencies and the most useful OPAC subject head- 
ings. Each of these lists was counted as a single item.) The results were giv- 
en to the participant at each interview with no copy kept by the researcher. 
Since the purpose was to understand the breadth and range of their reac- 
tions, there was no need to record reactions to specific items. Over 1,000 
items were presented to the five participants during the course of the study, 
as indicated in Table 1. 
Table 1: Number of Cites per Interview 
1 2 3 4 Total 
Lewis 114 89 80 - 283 
Jacobs 52 9 16 5 82 
Lawler 55 67 58 2 182 
Goodman 150 125 - - 276 
Taylor 65 34 63 91 253 
Totals 436 324 217 98 1075 
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After the searches were completed, reaction interviews were held by 
appointment. None of them had a preset length; the time needed for re- 
viewing and discussing the results was always available. 
The structure for each interview was the same. First, the search result 
sets were presented, with a sentence or two to describe the range of sourc- 
es consulted. The participant would usually choose to begin the interview 
right away. (Occasionally a general, silent skimming of the items was done 
first; in one case the entire list was reviewed carefully before beginning.) 
Second, the participant would, with pen in hand, go through the list item 
by item. In addition to audio-taping, the researcher took written notes of 
reactions to the information and asked questions to clarify responses as 
needed while the participant made notes according to her personal system. 
Third, as contradictions seemed to arise between one reaction and anoth- 
er, the researcher stopped the review of results, when possible, just long 
enough to ask for a clarification. Fourth, as new, expanded, or more spe- 
cific aspects of the need were expressed, the researcher took note of them. 
Finally, the researcher verbally summarized what was still needed and of- 
fered new hints regarding what was not wanted. The summary was posed 
as a question so that the participant was encouraged to augment, explain, 
or correct any part of it. 
Throughout these interviews a great effort was made to encourage 
participants to feel comfortable about and to fully express their negative 
reactions. Since there might be a natural tendency to respond positively to 
the sheer effort made on their behalf, an emphasis was placed on the great 
value of negative reactions. Thus, criteria relating to both what was to be 
sought (e.g., authoritative works) and what was to be avoided (e.g., case 
studies) were identified. 
Finally, member-checking interviews were held after the initial data 
analysis was complete. Each participant was contacted as soon as possible 
after the last reaction interview to set up a final, brief meeting. At that time 
they were given a copy of the summary notes on the general characteris- 
tics of their information criteria. They were given an opportunity to pro- 
vide feedback and further information on their criteria as understood by 
the researcher. 
DATAANALYSIS 
For each participant, the coding of the initial interview was completed 
before the first reaction interview took place. Using the constant compar- 
ison method of coding (Glaser, 1965),the transcript of the interview tape 
was reviewed phrase by phrase. Starting without preconceived categories, 
the researcher identified and eventually defined the categories into which 
selected phrases fell. Working through successive interviews and concen- 
trating only on those phrases that described the information need and cri- 
teria, the researcher grouped similar items. When new categories were 
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formed, everything that had already been coded was reviewed again, to 
insure that nothing had been left out. Throughout this reiterative process, 
categories were formed, reformed, split, and combined until a final set of 
codes became consistently useful. At this point the final definitions were 
written and final checks made to confirm complete, accurate, and consis- 
tent coding. 
TRUSTWORTHINESS CHECKSAND VALIDITY 
The primary validity check of the data gathering was the member- 
checking interview, designed to identify missed or misinterpreted data. Each 
participant agreed that the criteria identified were in use, that none was 
missing, and that none had been misidentified. They noted that the exact 
same criteria would not apply to all of their curricular work, but that sever- 
al elements were stable. Each participant mentioned keeping the criteria 
list handy as a means of helping future RAs to understand their informa- 
tion needs. 
The primal7 validity check in the data analysis involved recoding. Ran- 
dom sections of each interview were moved to a clean file and recoded using 
the established categories. Coding decisions matched with a 90% accuracy 
rate, and no new categories were formed. Only after this level of accuracy 
has been reached did the final analysis take place. 
FINDINGS 
The coded material broke down into five groups. One group of codes 
included established relevance components that are commonly covered in 
indexing schemes; another included established components not common- 
ly covered. A third included relatively unexplored relevance criteria. The 
final two groups concerned items related to the decision-making process 
and items related to the research study itself. While all of this material is of 
interest, the first three groups are of particular importance. 
Seven relevance components appeared quickly, as expected. These 
common elements are already covered in most indexing schemes: topic, 
subtopic, currency, geographical parameters, temporal parameters, lan- 
guage, and length. Long acknowledged as patterns in classification and 
indexing schemes, these elements also appear in the literature of online 
and reference interview search strategies. 
The second group of codes concerned relevance criteria that are com- 
monly acknowledged in the reference interview but problematic in index- 
ing schemes. This group includes the amount of material needed, its avail- 
ability, the citation format, the primary or secondary nature of the material, 
and its general quality. These items differ in nature; the first one (amount 
of material needed) applies to the search as a whole, while all of the oth- 
ers apply to a single item. Availability is sometimes indicated on various 
systems, but nothing is accurate at the shelflevel. Citation format is increas- 
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ingly flexible but still far from standardized. Primary and secondary mate- 
rials are sometimes indicated by terms such as “diaries” or “essays,” but they 
too are not represented fully. Of course, some people determine informa- 
tion quality by examining source (e.g., the title of a refereedjournal), pub- 
lisher (e.g., a university press), or author (e.g., a known expert). Quality as 
a characteristic is not, of course, objectively determined and is not, there- 
fore, likely to be incorporated into an indexing scheme. 
In addition to these expected elements of relevance, another group 
of criteria emerged. These twelve criteria are not universally acknowl- 
edged in either system design (e.g., classification schemes and subject ter- 
minology) or system interface (e.g., reference interviews and search strat- 
egies). They are, however, in regular use by the participants in this case 
study and divide into three groups: those that are internal to the partici- 
pant, those that develop from the teaching focus, and those that charac- 
terize information. 
The purely internal tie directly to the life experience and personal 
perspective of the participant and are, therefore, difficult to recognize and 
predict. The four criteria grouped in this area are curiosity, personal inter- 
est, redundancy, and personal knowledge. 
On rare occasions, an item piqued the curiosity of individuals without 
particular reference to the immediate issue at hand. Dr. Lawler, for exam- 
ple, noted that an author had made the TV talk-show circuit with a book; 
she wanted to see itjust to find out “why it’s so popular,” even though she 
would not otherwise have been interested enough to pursue it (Interview 
2) .  All of her other relevance criteria would have called for the rejection 
of that work but curiosity kept it on the list. 
Similarly, personal interest in an item might arise out of its use in an- 
other setting. The interest could come from work on another course, work 
on a research project, or something completely private. Dr. Lewis, for ex- 
ample, said, “I need to see that for my own needs” when she was thinking 
of writing a similar piece and submitting it to that same journal. Her goal 
was “tosee if I’m wasting my time” (Interview 2) .  
While the first two of these four criteria kept some items in the pool, 
redundancy excluded items from consideration. Dn Taylor’s comment re- 
garding redundancy was typical: “This doesn’t tell me anything I don’t al- 
ready know” (Interview 3) .  Weeding out duplicates failed to eliminate re- 
dundant items, especially for those faculty who had been teaching in an area 
for some time. 
Personal knowledge, however, was a two-edged sword. Personal famil- 
iarity with an author, conference, orjournal could keep an item in or out 
of consideration, depending on the nature of the experience. Dr. Good- 
man, for example, had little interest in British publications on a particular 
topic because she’d found the scholarship so inadequate in the past. Lack- 
ing personal knowledge did not, however, relegate an item to obscurity. 
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These faculty repeatedly chose to seek out articles from unfamiliarjournals 
so they couldjudge the journal quality for themselves. They did not assume 
that an unfamiliar journal was either oiitside their sphere of interest or of 
poor quality. 
As might be expected when working with faculty who are involved in 
course development, some criteria tied directly to teaching, readability, and 
engendering a response in students. Each participant gave some thought 
to reading level as a criterion. Dr. Lawler, for example, noted that one au- 
thor was “not an easy person to read” (Interview 1).Some items were 
deemed too complex for students at the class level, while others were rec- 
ognized as appropriate for graduate but not undergraduate students. 
Perhaps the single most fascinating criterion was the demand that 
materials help engender a particular emotional and/or intellectual re- 
sponse in students. Rather than simply supplying factual data, the items 
chosen for class readings were also supposed to spark change and growth 
on an individual basis. DI-.Lawler, for example, needed to “help students 
think of American lesbians differently” (Interview 1).Likewise, Dr. Lewis 
described one item as “good for people who’ve never ever come in contact 
with African American women” (Interview 1) . An interest in exposing peo- 
ple to new ideas, helping them understand the unfamiliar, and helping 
them recognize their own assumptions underlies a criterion that appeared 
repeatedly in work with all five participants. 
Finally,five criteria centered on information characteristics: analytic or 
critical nature, depth of coverage, information format, perspective or view- 
point, and popular or scholarly nature. A few of these appear in the Mac- 
Mullin and Taylor taxonomy of inforination traits (1984). 
The analytic or critical nature of information was occasionally valued. 
Dr. Goodman, for example, liked items that “frame the issues’’ (Interview 
1) and Dr. Lawler wanted an item that offered “contextualization” of an 
issue (Interview 2).  This type of-information was seen as central to the de- 
velopment of student understanding. 
Varying depths of coverage were valued in different components of a 
course or in different types of courses. Dr. Lewis wanted one item on the 
grounds that it was “good for an undergraduate class since it’s a survey” 
(Interview 2) .  On the other hand, Dr. Lawler considered one article “nice 
for the students to know about” but “too narrowly focused” for general 
reading; she determined that it would be added to the general bibliogra- 
phy for the course (Interview 2). 
The information format criterion covered genres (e.g., poems, letters, 
diaries, statistics), format (e.g., list of subject headings), and physical struc- 
ture (e.g., videotape, microfilm, newspaper). Dr. Taylor, for example, found 
bibliographies generally useful but much more so when annotated, espe- 
cially when “working on someone you don’t know who has a huge amount” 
written about her/him (Interview 1).Special issues of journals are “often 
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very good.” Dr. Goodman would “assume there are a number of things in 
there” and “would definitely have put it on reserve” (Interview 1). 
Perspective or viewpoint is an information characteristic that appeared 
frequently as a criterion. Although occasionally represented in some sub- 
ject and indexing schemes, the substance of these judgements was seldom 
available to these participants in traditional document representations. Dr. 
Lewis wanted various views because “experiences have been obscured and 
distorted” (Interview 3 ) .Dr. Lawler believed that “the definition of lesbian 
has too often ignored class-assumed a middle class, a white middle class, 
core to itself.” She liked an article that specifically looked at class within 
lesbian movements (Interview 3) .  
The final information-characteristic criterion, popular or scholarly 
nature, is also indirectly included in some subject representations of docu- 
ments. With terms such as “diaries” and “speeches” available, some citations 
indicate the primary or secondary nature of the material. Dr. Lawler val- 
ued both information types, noting, “Ideally every course would have pri- 
mary sources as well as secondary” (Interview 2).  Of course, the interest in 
primary materials sometimes overlaps with other criteria, particularly en- 
gendering a response in students. Dr. Jacobs, for example, likes congres- 
sional hearings, with their verbatim transcripts of women’s testimonies, 
because they show the “actual voice of the activist” and are “as close as we 
can get in this environment to having these women speak in the classroom” 
(Interview 1). 
IMPLICATIONS 
Obviously a great deal more needs to be done on both this method- 
ological approach and this research question. The approach is too labor 
intensive and time consuming for use in large-scale studies but it might well, 
after further case studies, be used to develop an instrument with which to 
identify and study the use of varylng criteria involved in relevance decisions. 
Faculty reviewing printed citations may use criteria different from those 
used by others viewing citations online. The impact of the viewing mecha- 
nism merits examination. While these faculty requested that no Web sites 
be included in the citations located on their behalf, the rapid rise in the 
use of Web sites for instructional purposes would probably alter that request 
in future studies. How this methodology might be used to capture the rel- 
evance decisions made regarding Web sites is another issue. 
Although these preliminary findings are extremely limited, they do 
indicate some useful contributions to the ongoing discussion of relevance. 
Information gathered, at least in part, to pass along to others may have 
unexpected criteria involved, such as emotional impact and readability. 
These criteria were not applied on a binary basis; faculty utilized three to 
five levels of utility ratings. Each classed certain items as immediately essen- 
tial, immediately useless, and possibly useful. In at least one interview, each 
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participant also made other judgments such as “look at later, time permit- 
ting.” Certainly the curiosity piqued by citations requires further study in 
the holistic context of personal information-seeking. Not only are needs 
situational and dynamic, but they are also active simultaneously and on 
different levels. Understanding the links between information needs, as 
revealed by the application of relevance criteria, would illuminate more 
than relevance alone. 
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Evaluating Reference Services in the Electronic Age 
JO BELL WHITLATCH 
ABSTRACT 
INA N  ELECTRONIC ERA, THE EVALUATION OF REFERENCE and related in- 
formation services should still be based on the same principles used to eval- 
uate traditional face-to-face reference services and printed reference tools. 
Traditional research methods-which are surveys and questionnaires, ob- 
servation, individual and focus group interviews, and case studies-can be 
utilized very effectively in an electronic environment. However, electronic 
technologies offer interesting research opportunities not present in the 
traditional reference environment. 
INTRODUCTION 
At conferences and workshops on evaluating reference services, the 
most frequent recurring question librarians ask is, “How can the material 
on evaluating reference services be applied to assessing electronic reference 
services?” The best answer is, “Take existing methods, determine which will 
best meet the study goals, and then adapt those methods to the electronic 
environment.” 
In any environment, evaluating reference services still requires start- 
ing by assessing why reference services are being evaluated and what the 
organization plans to do with the study results. Before trying to decide how 
to evaluate electronic services, performance standards that set the level of 
achievement expected for the service should be explicitly stated. In deter- 
mining the performance standards to be adopted, the organization must 
decide what values are crucial. Are members of the organization concerned 
primarily with 
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I. 	Economics-the cost or productivity of services; 
2. 	The process-aspects of librarian/reference system and user interaction; 
3. 	Resources-books, indexes, databases, staffing levels, equipment, design 
of physical or electronic environment; or 
4. 	Products/outcomes-information or knowledge that the users obtain. 
In an electronic environment the interactions between librarians and 
users often will no longer be truly face to face. Thus, process standards are 
the measures that most need to be reviewed in a digital reference em‘ 71ron-
ment. Librarian behaviors that are crucial in the reference-desk environ- 
ment will need to be redefined for remote reference services. Work on re-
defining process standards has already begun. The Virtual Reference Desk 
(VRD) project has developed a list of User Transaction Standards to address 
aspects of librarian/system and user interaction. The standards address 
several “facets” related to quality: accessible, prompt turnaround, clear 
response policy, interactive and instructive (Kasowitz, Bennett & Lankes, 
2000). Most of these facets address the process standards, rather than stan- 
dards related to economics, resources, or products/outcornes. 
In a remote electronic reference enhironment, accessibility and prompt 
turnaround could become dominant in user evaluations. Miwa (2000) used 
digital reference serllces features of acknoivledgnien t, responsiveness, and 
tone of message to represent the process aspects of the reference interac- 
tion in a digital environment. She also looks at user situations as part of the 
process-for example, wording of the request by the user and user’s abili- 
ty to comprehend the message. 
Broad goals for the study should be prepared in writing once a reason- 
able degree of consensus has been achieved on the particular set of stan- 
dards that an organization wishes to emphasize. After broad goals have been 
developed, written objectives should be developed for each study goal. The 
objectives should be measurable so that, at the conclusion of the evalua- 
tion, one can identify any gaps between the present level and the desired 
level of reference service performance. 
This present paper discusses how to apply traditional evaluation meth- 
ods in an electronic reference environment once the study goals and ob-
jectives have been determined. Readers desiring additional information on 
setting performance standards and developing goals and objectives for 
reference service evaluation may wish to consult Evaluating Refkrence S m i r -
es: A Practical Guide (Whitlatch, 2000). 
All methods have strengths and weaknesses. Depending on the goals 
and objectives of the study, some methods will be more effective than oth- 
ers. As a general rule, utilizing more than one method is recommended in 
a single study, because the strengths of one method often compensate for 
the weaknesses of another. The advantages and disadvantages of the vari- 
ous methods may also change somewhat in an electronic environment. This 
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paper considers how applying surveys, observation, interviews, and case 
studies-all traditional evaluation methods used in assessing face-to-face 
services-presents new opportunities and challenges in assessing electronic 
reference services. 
SURVEYSAND QUESTIONNAIRES 
Surveys or questionnaires are methods of directly collecting informa- 
tion on individuals’ thoughts, beliefs, attitudes, and opinions, plus objec- 
tive data, such as education, gender, and income. The survey method has 
been the most frequent way of assessing traditional reference services. In 
the past, surveys have been relied upon too heavily because they are the most 
efficient method of assessing a large group of representative users. Also. for 
the inexperienced researcher, surveys appear easy to design. The disadvan- 
tages, such as obtaining meaningless information from poorly designed 
questions and the lack of depth of information from standardized re- 
sponses, are often not appreciated until too late. Another significant prob- 
lem in using surveys is low response rates, particularly from surveys distrib- 
uted through the mail. A substantial number of nonrespondents can bias 
the results; those who choose not to complete the survey might hold very 
different views from those who do. 
Internet questionnaires can be used effectively to survey attitudes and 
opinions on the quality of reference service related to process (the inter- 
action with the virtual reference service) and products/outcomes (the val- 
ue of the information obtained). An Internet survey asking for an evalua- 
tion of service provided can be sent out within days after the user has 
received an answer. In contrast to surveys distributed in person at the ref- 
erence desk or in the library, emailing the questionnaire can also be calcu- 
lated to allow most users some time to use and further evaluate the infor- 
mation obtained through a reference interaction. 
As Zhang (1999) points out, the Web provides new opportunities to 
conduct survey research more efficiently. Research costs for sending out 
Internet surveys are relatively low and the turn-around time short compared 
to conventional mail-in surveys. Also, email can be used effectively to fol- 
low up on paper-based surveys (Roselle 8c Neufeld, 1998). Most responses 
received in electronic format have been precoded, eliminating transcrip- 
tion errors and saving time and expense. McCullough (1998) notes that 
Web-based surveys are faster, generate more accurate information, and cost 
less. He has found that a respondent will typically complete a Web-based 
survey in about half the time it would take an interviewer to conduct that 
survey by telephone or in person. 
Resolving the technical problems with Internet surveys requires great- 
er technical expertise on the part of the researcher than does research 
conducted with traditional survey methods. However, services that provide 
Web survey forms and guidance to assist researchers in designing and de- 
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veloping Internet surveys are becoming common. Names and Web address- 
es for some of the services that have been positively discussed on the Acad- 
emy of Management Research Listsen: rmnet@list<sspru.nc.edu, are provid- 
ed in the Appendix. 
Zhang (1999) also reviews potential problems and concerns related to 
Internet-based surveys. One of the greatest strengths of survey research is 
the ability to randomly select respondents in a manner that ensures a sam- 
ple representative of the target population. In telephone surveys, respon- 
dents are randomly selected, but most online poll respondents are self- 
selected (Pew Research Center, 1999). The greatest difficulties with Internet 
surveys occur when the survey does riot reach certain types of respondents 
who need to be included in the survey population. Biased samples and re- 
turns can be a major problem because certain social groups are underrep- 
resented among Internet users. 
However; for surveying users of electronic reference services, bias 
should be minimal. Respondents must have access to the Internet in order 
to use the electronic senices; they can presumably access a Web survey form 
as well. Some individuals may not have convenient access from their home 
or office and may use the service only occasionally from an Internet cafe 
or a library. If these individuals are not identified, this group may be un- 
derrepresented. Individuals who do not have convenient access may, as a 
whole, be less experienced users of electronic reference services. If these 
users are not included in the sample, survey results may not truly represent 
the population as a whole. Other means, such as a telephone interview or 
mail survey, may be required to obtain responses from them. Finally, if the 
purpose of the survey is to collect information from people who do not use 
electronic sources, reljing upon the Internet as the principal method of 
survey delivery will present a very serious problem. 
In addition, low response rates are a serious problem with Internet 
surveys. In her evaluation of AskERIC, Shostack (2000) observed that us- 
ers were either extremely happy or dissatisfied with digital reference ser- 
vices. These results suggest that only motivated users are responding. A study 
that replicated an earlier study found a disturbing decline in email response 
rates: in 1995 the email response rate was 80 percent, but by 1998 it had 
fallen to 42 percent (Bachmann, Elfrink & Vazzana, 1999). The research- 
ers suggest that the most likely reason for the decline is the respondents’ 
increased reluctance to respond by email. 
Zhang (1999) concludes that the Internet cannot serve as the only 
means to collect survey data if researchers need representative returns from 
a sample. Schaefer and Dillman (1998) found that giving advance notice 
requesting participation generally increases response rates. The Pew Re- 
search Center (1999) has tested an interesting approach. Email addresses 
were collected from individuals who were called aspart of randomly selected 
national samples. If these individuals agreed to participate in a future on- 
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line survey, their email addresses were placed in a pool. Then, in a second 
phase, a random sample was selected from this pool. Email addresses were 
used for verification purposes to prevent respondents from taking the sur- 
vey more than once. McCullough (1998) suggests that the questionnaire 
be posted on a secure Web site. Respondents can be generated from per- 
sonal invitations issued by email. He notes that a sufficiently large sample 
of 300 or 400 respondents can often be completed over a weekend. 
In order to apply scientifically tested polling techniques to Internet 
technologies, Stanford political scientists Douglas Rivers and Norman Nie 
have created Knowledge Networks. With $42 million in venture capital, they 
have installed free WebTV devices normally costing $250 each in 40,000 
homes selected through random phone calls. Because everyone in the 
household nineteen or older is involved, there are about 100,000 partici- 
pants. The homes receive a black box slightly smaller than a VCR, a cord- 
less keyboard, and many instructions. The homes are expected to remain 
in the survey pool for three years. In exchange for answering brief surveys 
about once a week, the households receive free Internet access, email, and 
frequent chances to win prizes. Of those who were asked tojoin the Knowl- 
edge Networks pool, 56 percent agreed-compared with 15 percent of 
people who usually agree to participate in phone polls. Although the poll- 
ing is a significant activity, the primary company income comes from con- 
sumer research for manufacturers (Konigsmark, 2000). 
Zhang (1999) also reports that validity of Internet survey responses can 
be adversely affected. Unintended participants may respond because of the 
ease of forwarding email messages to other people. Individuals can respond 
to a single survey by submitting the same reply many times. Unique case- 
identification numbers should be assigned to each respondent to control 
for multiple responses and unintended participants. 
Nondeliverable surveys are also a major disadvantage of email. In 1995 
and 1998 studies, Bachmann, Elfrink and Vazzana (1999) found that about 
20 percent of all emailed surveys were nondeliverable. 
Comfort level with the Internet survey form should also be considered. 
Zhang (1999) found that, while 80 percent of usable replies were received 
via the Web, 20 percent of respondents chose to complete the survey via postal 
mail or fax. Internet survey respondents did report problems with the lay- 
out of the survey questionnaire on low-resolution monitors, problems going 
back to previous parts of the questionnaire, problems with printing, and (on 
computers with low-speed modems) problems with downloading the ques- 
tionnaire. Users also reported that comments were also more difficult to 
insert on electronic survey forms than on paper forms. Shostack (2000) also 
noted a tendency for users to ignore open-ended questions on Internet sur- 
vey forms. (This problem is not unique to online surveys. In the author’s 
experience, most users completing paper forms also tend to leave open- 
ended questions blank.) Surveys not conducted by telephone or in-person 
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interview tend to have rather limited potential to collect qualitative data. An 
experiment with incentives in the form of cash prizes revealed that, while the 
overall iiumbers of respondents did not increase significantly, the number 
of conipleted Internet survey questionnaires did rise (Pitkow &Kehoe, 1996). 
OBSERVATION 
Observational niethods collect information on people as they behave 
in real-life situations. Forins of observation that have been used to assess 
the quality of reference services include direct observation of the reference 
interview, observers disguised as patrons asking preassigned questions, self- 
observation in the form of diaries or journals, recording interviews with 
audio or videotape, re\7iewing data collected as part of daily library opera- 
tions, and examining information on reference transactions collected for 
another purpose. 
Observational methods have been less frequently used than surveys to 
evaluate reference senices, because this method requires a greater investment 
of staff time. Safeguarding against observational bias also requires training 
observers thoroughly arid may require using more than one observer. 
The electronic reference service environment offers some new and 
exciting opportunities in use of observational methods. Information on 
electronic refereiice transactions can be collected and archived as part of 
ongoing library operations much more easily than can information on tra- 
ditional reference inteniews. Content analysis of these electronic questions 
should enable us systematically to study the nature of the questions, sourc- 
es used, and skills required to a much greater extent than is possible in face- 
to-face reference interactions. The review and analysis of samples from 
archives of questions and answers provide a practical tool to diagnose prob- 
lems and improve services. 
Studies of email reference questions that use observational techniques 
are already underway. Garnsey and Powell (2000) examined and classified 
email reference questions into one of the following categories based on 
content: (1)ready reference; (2) research question; (3) genealogy; (4) li-
brary technology; (5) request for materials; (6) bibliographic verification; 
and (7) other. Jones, Carter, and Memmott (1999) used a random sample 
of academic libraries to study the proportion of libraries offering digital 
reference services and to examine the characteristics of those services. They 
looked at size of libraries, direct links from library home pages, ways in 
which users were able to submit questions, FAQ documents, policies, insti- 
tutional barriers, and the role of type of institutional funding (public vs. 
private). Shostack (2000) analyzed questions that had been submitted via 
a question submission form to AskERIC:. She found that over 80 percent 
of users filled out the form completely. Staff were also asked to change the 
subject line of the response to the topic of the reference query so that ques- 
tions could be classified by topic. 
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However, the ease of collecting such information does raise the level 
of concern about protecting the individual’s rights to privacy. The first rule 
of ethics in research is to do no harm to the participants. In using data for 
research, particular attention must be paid to protecting the identity of 
individual users when archiving questions and answers. Access should be 
restricted to all information that might reveal people’s identities. Names 
and specific information that have the potential to identify individual par- 
ticipants, such as physical descriptions, very detailed demographic inforrna- 
tion, or identifylng events or places, should be removed or modified. With- 
out proper protections, publication of the analysis could harm the morale 
and self-esteem of reference librarians, staff, and users. 
Gray (2000) used observational methods to analyze Web sites of ten 
large research libraries that provide virtual reference services. The ap- 
proaches to centralization, placement of the link to reference services on 
the Web page, use of forms, definition of client base, response times, and 
question types accepted were analyzed. Observational methods are also 
useful for testing the effectiveness of different types of answering sources. 
To compare the effectiveness of print and paper-based reference sources 
in answering different types of reference questions, Havener (1990) divid- 
ed 68 reference librarians into two different groups. Members of one group 
were permitted to use only print tools in their research, while members of 
the other group could use only online sources to answer the same set of 
questions. Information recorded varied by question type-for conceptual 
questions, librarians were asked to record ten relevant citations; for factu- 
al questions, librarians were asked to provide only one relevant fact. Time 
spent was also recorded. In an exploratory study,Janes and McClure (1999) 
compared the accuracy of answers found in freely available Web sites and 
traditional print-based sources by asking participating librarians and library 
school students to answer 12 questions onlywith resources theywere direct- 
ed to use (either Web or non-Web). Connell and Tipple (1999) gathered 
ready reference questions that were actually asked by users over a two-week 
period and then, using AltaVista as a search engine, searched for and ex- 
amined the accuracy of answers found on the Web. 
Observational methods are useful in determining the difficulty that 
users encounter with online reference tools. Chisman, Diller and Walbridge 
(1999) advertised for volunteers who were paid ten dollars for their partic- 
ipation. A usability test was designed to determine how easily users could 
navigate a Web catalog and whether they understood what they were see- 
ing. Observers recorded the search strategy, comments made by the par- 
ticipants, observations about the participants’ responses, success, and the 
time needed to complete the task. 
Unobtrusive observation methods can also be used effectively in an elec-
tronic world. Reference questions can be prepared and answers determined 
for factual types of questions. Graduate students or others who are posing 
214 LIBRARY TRENDS/FALL 2001  
as users with questions can query both commercial and non-profit “ask a 
question” services. Results can be analyzed by such factors as response time, 
accuracy or quality of answer, tone of message, ease of submitting the ques- 
tion, and observations on whether people would return to the site again. 
INDIVIDUAL AND Focus GROUPINTERVIEWSINTERVIEWS 
Inteniews are an appropriate method for collecting information on 
how people interpret their world, describe their experiences, and articu- 
late their attitudes, perspectives, concerns, and values. Despite the poten- 
tial for gathering in-depth information, interviews have been less frequently 
used than surveys because of the expense and time required. As is the case 
with observational methods, interviewers must be thoroughly trained to 
avoid bias. The inanagement and coordination of scheduling for either 
individual or group interviews can be extremely time consuming. Coding 
and analyzing the data also require considerable time. 
Interviews of both users and 1ibTdrianS are also possible in the digital 
reference service environment. Interviewers can use Web-based survey 
forms to record the results of inteniews efficiently. However, users will prob-
ably be harder to reach than in-person users of reference-desk services. 
Marketers have begun to use online focus groups; chat technology with 
these methods could certainly be adopted for users of electronic reference 
services. N’hile online focus groups do riot allow moderators to observe how 
people are interacting, benefits include no geographic barriers, lower costs, 
more rapid turn-around time, and the possibility that participants may be 
more open because of the greater anonymity provided by chat rooms (Mad- 
dox, 1998). 
Conventional focus groups can also be used effectively to evaluate dig- 
ital reference services. By reaching out to user groups in the community 
(teenagers at risk, small business organizations, etc.) or distance learning 
communities in an academic setting, participants can be recruited to assess 
their experience with digital reference services. Food or some other small 
gift of appreciation and a convenient location will encourage participation. 
CASESTUDIES 
Case studies use a combination of assessment methods to analyze ser- 
vices in one or in a limited number of situations. Case studies have been 
used to assess new reference services or products. Combining the different 
methods will enrich study- findings significantly, but will also increase the 
time required to conduct the study and analyze the information collected. 
Results generally cannot be applied to other situations. 
Case studies have great potential to improve our understanding of the 
quality of digital reference services. Using information provision in a hos- 
pital setting, Barcellos (2000) is studying user intermediary interactions 
through use of organizational publications, site observations, transaction 
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logs, and interviews of both users and intermediaries. A case study of the 
Internet Public Library Reference Division examined unanswered questions 
to determine why they were not being answered and to generalize about 
the difficulties associated with providing reference services via the Internet 
(Ryan, 1996). White (1999) has developed a framework for evaluating elec- 
tronic question-answering services that involves World Wide Web inspection, 
perusal of publicly available policy documents, and personal contact via 
email and/or interviews with service administrators. 
CONCLUSION 
Several years ago, James Rettig (1996) observed that many of the crite- 
ria used for evaluating printed reference resources have analogs in the dig- 
ital world: for example, authority, accuracy, level or audience, and content. 
Standards and methods used for evaluating traditional reference services 
also have many analogs in the world of digital reference. Standards and 
criteria related to economic considerations, the reference process, refer- 
ence resources, or products or service outcomes will still be important in 
an electronic world. Traditional methods of survey, observation, interview, 
and case study remain useful. 
Case studies that focus on evaluating experimental digital reference 
services and employ a variety of research methods may have the greatest 
promise to enhance our knowledge. Case studies have the potential to 
improve our knowledge of both the effectiveness of digital reference ser- 
vices and the combination of methods best suited to evaluate them. Over 
time, the profession should, through the effective use of case studies, be 
able to build a guide to best practices, not only for digital reference servic- 
es, but also for the methods necessary to assess and continually improve 
these services. 
Results of initial studies of digital reference services and the now well- 
known phenomenon of declining business at many reference desks also 
suggest that these studies should be used to analyze future directions in 
reference practice. Studies (Connell & Tipple, 1999; Janes & McClure, 
1999) indicate that freely available Web materials may serve as well as tra-
ditional ready reference tools for answering many of the common types of 
queries received at reference desks. For most users, convenience is first. The 
expert in-person assistance a librarian might provide is becoming compar- 
atively less convenient than it once was, when the alternative source is the 
Web. Many users will love the convenience and be satisfied with “good 
enough.” Others will find it more convenient to take advantage of remote 
ready reference services, which will probably be supported by a relatively 
small amount of funding or reference librarians from each local library. 
As the demand continues to shift away from the reference desk, librar- 
ies have the opportunity to establish much more active outreach programs. 
The public and administrators may come to view reference librarians as less 
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essential than in past times. M'hile libraries still have reference librarians, 
shifting patterns of user demands for reference services provide libraries 
with opportunities to emphasize different strategies to connect library 
materials with users. Libraries may develop a stronger role in the commu- 
nity in promoting information competencies through partnerships with 
community senice agencies or, within the academic community, with fac- 
ulty engaged in critical thinking and writing courses. 
Changes in strategy would also have implications for professioiial edu- 
cation. Marketing skills that are essential for developing active outreach 
programs, as well as instructioiial skills, may need to become a major part 
of the core cin-riculuni in every library school. One of the essential market- 
ing skills is evaluation and improvement of outreach efforts. Perhaps the 
day will come when all librarians engaged in profrssional practice will re- 
ceive, as part of their professional education, in-depth understanding and 
experience in developing and applying survey, ObServdtion, interview, and 
case-study niethods so that reference librarians might change, survive and 
prosper in the new electronic age. 
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APPENDIX:SURVEYASSISTANCEON THE WEB 
Internet Survey Solutions 
h ttp: //www. clearpicture. corn/ Survey-Solutions. htm 
Web-based Clear Picture survey system. 
Research Internet Advertising Resource Guide 
http://www.admedia.org/internet/research.html 
Annotated entries for research firms, online surveys, virtual focus 
groups, survey software. 
Survey Select 
http://www.surveyselect.com/ 
Samples of the Saja software product available for viewing on the Web 
site. 
Zoomerang Create Surveys 
http://WWW.zoomerang.com/build-preview/new-survey.zgi?1182 
Survey templates for business, community, personal/social, and edu- 
cation. 
An Ideological Analysis of Digital Reference 
Service Models 
JURIS DILEVKO 
ABSTRACT 
USINGTHE n w o R i m  OF PIERREBOURDIEUabout occupational fields of 
struggle and species of capital, this article examines the ideological impli- 
cations of the digital reference call-center model. This model has the po- 
tential to lead to deprofessionalization of reference work because of in- 
creased automation and the replication of eniployment conditions 
prevailing in private sector call-centers. Call-center work typically involves 
unskilled women earning low wages in jobs that present little opportunity 
for career building. Iibrary directors who advocate digital reference call 
centers as models of the future have neglected the negative aspects of call 
centers in their rush to cut costs and provide efficient services. One answer 
to the deskilling dilernnia is the simple act of reading: the more a librarian 
reads, the more he or she becomes an irreplaceable contributor in the ref- 
erence transaction. 
INTRODUCTION 
In the headlong rush to redefine reference service for the 21st centu- 
ry, what has been overlooked or downplayed is the fact that increasing re- 
liance on technological efficacy invariably decenters the human intellec- 
tual contribution to the reference transaction. To be sure, reference 
librarians are very skilled and astute in constructing search strings and 
knowing which databases and Web pages may contain the nuggets of infor-
mation sought by a demanding user. They are equally adept at teaching 
users to evaluate “the variety of information forinat\ and interfaces clients 
encounter” (Frank, Calhoun, Henson, Madden, & Raschke, 1999, p. 154). 
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Nevertheless, the various scenarios envisioned for reference services of the 
future have the effect of deprofessionalizing the reference librarian. For 
all intents and purposes, the librarian becomes an assembly-line informa- 
tion worker not typically conversant with or cognizant of the information 
dispensed. At one time, the reference librarian was a person who was broad-
ly familiar with contemporary social, cultural, political, and scientific occur- 
rences. Such familiarity was important to delivering high-quality reference 
service because it added a fresh intellectual perspective and a new knowl- 
edge base to the question or problem at hand. Now, to judge from some 
recent proposals and models of digital reference service, the role of the 
reference worker is to be a mere technological gatekeeper, a guide who 
makes minor intellectual contribution beyond the perfunctory act of steer- 
ing the user to the best Web sites or databases without knowing a great deal 
about the issues underlying the user’s request. 
Wilson (2000) is no doubt correct in her assessment that those who will 
most frequently use digital reference services in the future are “individual- 
istic or egalitarian,” defined as “those who enjoy working on their own and 
those who desire greater equality in the way that users and reference librar- 
ians interact” (pp. 388-389). The traditional reference desk model was not 
the most congenial approach to information provision for this group of 
users insofar as it presented “a hierarchical context in which reference li-
brarians were accorded expertise regarding information resources and 
access” (p. 388). As Koyama (1998) points out, anonymous digtal reference 
services may be favored by those who do not feel comfortable with “the 
captive nature inherent sometimes in the personal interview controlled by 
the librarian” (p. 51).Wilson’s (2000) point is that, because librarians will 
henceforth deal primarily with a different group of users, reference work 
must be fundamentally rethought to cater to this new group of users. She 
therefore urges reference librarians to “improve their technological skills” 
(p.389) in order to “align with the new reference/user cultural reality [and] 
to maintain user allegiance to the value of reference service” (p. 390). Yet 
Wilson seems to forget that a central reason that all users (whether hierar- 
chically oriented or individualistically oriented) turn to a reference librar- 
ian is this: they can no longer move forward to resolve their problem or 
situation. They implicitly recognize that the reference librarian has some 
kind of expertise that they themselves lack. A hierarchical relationship, in 
Wilson’s terms, is therefore still present. Because “independent and indi- 
vidualistic users” are likely to be well acquainted with the vast resources of 
the Internet and have tried to find needed information there on their own, 
in the electronic realm, the act of turning to a reference librarian is a tacit 
admission that they are really at a loss. Thus, non-hierarchical users do not 
merely want a reference librarian who has strong technological skills- 
because they themselves may possess those. (After all, students are exposed 
to the Web at an ever earlier age, and thus develop an impressive facility 
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with technological concepts arid best practices.) Instead, they want some- 
one who can bring something new to the table. 
Certainly it is vital, as Wilson recognizes, for the reference librarian to 
be well-versed in “information therapy” (p. .‘)YO), making users more clear- 
ly aware of their actual information needs. But it would be a strange thera- 
pist indeed who based a practice solely on increasingly sophisticated tech- 
nological skills and who did not devote much time and effort to developing 
working knowledge about subject areas. Simply put, why would you consult 
with reference librarians in the first place if they have a reputation for not 
knowing much more than you do? As technological skills become wide- 
spread among a larger segment of the population, reference librarians 
should consider how best to develop a unique knowledge niche that would 
allow them to differentiate themselves from potential library users-to 
position themselves as market leaders, instead of followers. In today’s fre- 
netic world the key to preservation of the reference librarian and the ref- 
erence function in North America may lie in forging a reputation as a pro- 
fession whose individual members are a repository of accumulated 
knowledge. Only a strong and concerted commitment to a program of in- 
depth, time-consuming, and painstaking reading in diverse subjects can 
achieve this goal. 1,ong-term success should he measured not by how fran- 
tically one strives to emulate and adopt contemporary reigning paradigms 
of whatever sort, but by creating a service that is of lasting value to the grow- 
ing legions of ultra-connected and time-pressed individuals. Ultimately, a 
service profession such as librarianship thrives not by offering what others 
already h a x ,  but by providing something that others lack-in this case, a 
wealth of subject knowledge accumulated through an ongoing program of 
focused and purposive reading. 
This article glances at some of the new paradigms for reference service, 
demonstrates briefly how they lead to a deprofessionalization of reference 
work, and provides a few examples of how the simple act of extensive read- 
ing can help reference librarians provide better service. I suggest that re- 
newed emphasis on voluminous reading is a prerequisite for the revalori- 
zation and reintellectualization of the reference librarian and the reference 
function. Reading has the potential to provide the basis for the reference 
librarian to make the kinds of intellectual (and, if necessary, interdiscipli- 
nary) connections that add real value to the reference transaction. 
THEDEPROFESSIONALIZATIONOF THE REFERENCE FUNCTION 
Calls for a reformulation and rethinking of the concept of reference 
work make the human contribution either completely redundant or severe- 
ly devalued and routinized. For example, Richardson (1998) reports on the 
Question Master “decision support system automating some of the more 
routine, fact-type reference questions encountered in libraries” (p.29). The 
system, comprising a series of Web pages, is intended to guide librarians 
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(and eventually end-users) “through a set of clarifying questions before 
making recommendations of an appropriate electronic or relevant print 
resource from WorldCat, the OCLC Online Public Union Catalog” (p. 29). 
Noting that the accuracy rate of this system is about 64 percent, Richard- 
son observes that, even in the beta stage of development, it performed 
better than the typical accuracy response rate of 55 percent provided by 
reference librarians. Heckart (1998), extrapolating from the current func- 
tionality of advanced “intelligent agent” and “knowbot” systems, predicts a 
future for the emerging digital library in which machine help will replace 
human help. A student will complete a paper and post it to the class Web 
site “without ever visiting the physical library or talking to a real life library 
staff member.” In an attempt to legitimize this vision, Heckart notes that 
corporations are “implementing virtual help desks, in which an employee 
finds answers by keying in a few key words on the corporate intranet” and 
in which, “if negotiation is needed to refine the request, the employee is 
automatically prompted with questions” (pp. 251-254). 
While Richardson (1998) and Heckart (1998) almost completely elim- 
inate human intervention in the reference process, another cluster of arti- 
cles proposes the call-center model as something to which the digital ref- 
erence library of the future should aspire. Writing specifically about 
academic reference service, Ferguson (2000) postulates “electronic research 
environments that combine information resources, asynchronous tools and 
instructional aids, and real-time assistance [from] knowledgeable staff 
[skilled in] formulating research strategies and solving navigation prob- 
lems” (p. 307). One “critical component” of such a service is the “Internet 
call center, which integrates telephone, e-mail, chat, video, and other in- 
puts into a single incoming queue.” There “an information specialist can 
employ FAQs, voice-recognition database queries, a ready reference collec- 
tion at hand, electronic reference and other information resources, accu- 
mulated service histories within a C [ustomer] R[elationship] 
M[anagement] system, and a variety of service protocols . . . in directly re- 
solving queries, referring to experts on call, or making appointments with 
experts” (p. 308). Viewing the call center as the anchor of the model digi- 
tal reference library because it creates “economies of scale that allow in- 
creased flexibility in the allocation of resources for the greater and long- 
term good,” Ferguson notes that the model depends upon “rich access to, 
and routine participation of, staff proficient in automatic call distribution 
(ACD), computer-telephone integration (CTI) ,CRM software, and Inter- 
net call center technologies” (p. 308). 
Coffman and Saxton (1999) see the incoming call center as a model 
for networked reference service in public libraries. They envision reference 
workers as “agents . . . tak[ing] calls at computer workstations where they. . . 
have ready access to databases, lists of frequently-asked questions and an- 
swers, pre-written scripts for particular situations, and other tools needed 
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information” (p. 148).McGlamery and Coffman (2000) rec-
ommend the use of “web contact center softwre” (WCC) in public librar- 
ies, specifically pointing to the web site of a mail-order retailer such as 
Lands’ End. . . as a good model for WCC libray reference service because 
the software available on that site “takes full advantage of collaborative tools, 
such as pushing, form filling, and taking control of‘the requestor’s brows- 
er” (pp. 381-382). W‘CC provides the same functionality as traditional call- 
center technology, but also takes advantage of the fact that many custoni- 
ers now have access to Web browsers. How would this work in practice? As 
described by McGlamei-). and Coffhan, an individual in search of informa- 
tion about how to start a small business goes to a libraryweb site. From the 
library’s business page, the user clicks on an icon marked “Talk to a librar-
ian” and chooses to open a chat session. After providing some identifica- 
tion and perhaps a registration number, the user is put on hold while the 
library pushes Web pages to the user’s browser, much the same way music 
is pushed to a person waiting in a telephone queue. Because the user has 
initiated contact from the library’s business page, the user’s request has 
automatically been directed to business reference staff. When the user does 
talk to an employee in the business department of the library, the employ- 
ee makes use of a variety of software tools that have created “a hierarchical 
script based on the most commonly asked business questions” (p.382).The 
library employee listens to the user’s request about information for start- 
ing a small business, finds the correct script based on a generic answer, and 
pushes it to the user’s browser “in the form of a web page, a PowerPoint 
presentation, a page of frequently asked questions (FAQ), or any other 
electronic resource available to the library” (p.382) .If the question is more 
detailed, the library employee could instruct the user how to use a business 
database with “follow me browsing,” a process that allows the employee to 
take control of the user’s browser and lead the user “through each step of 
the process” (p. 382). 
In general terms, the “click here to talk to a librarian” icon can be placed 
anywhere on a public library’s web site. If located on the catalog page, it 
would help the user find books from paraprofessionals; if located on a page 
containing reference databases, it would connect the user to someone skilled 
in searching databases. If located on a subject-specific page, it might refer 
the user to a reference librarian who, if she or he could not answer the que- 
ry, would refer the user to other networked subject specialists at other librar- 
ies-whether academic, legal, or medical-in the local area. 
THEDANGEROF DESKILLINGIN CALL CENTERS 
At first glance, library call-center scenarios seem exciting and ground- 
breaking, allowing libraries and librarians to present themselves as forward- 
looking, cutting edge, and technologically adept. At second glance, howev- 
er, the library call-center model is part of a disturbing trend toward deskilling 
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of the library profession. Harris (1992) has identified deskilling as an im- 
portant issue in librarianship and presents evidence that certain library spe- 
cializations, such as cataloging and collection development, are at various 
stages of risk. Citing the work of Nina Toren, Harris understands deskilling 
to involve “the delegation of routine activities to less qualified personnel 
[and] leaving the complex and difficult problems to the trained professional. 
Sometimes, however, not much is left to warrant a distinct professional sta- 
tus and its correlates” (p. 123). Harris and Marshall (1998) show that both 
budget constraints and rapid developments in computer technology have 
had the effect of “pushing tasks down the organizational hierarchy.” Tasks 
previously performed by professional staff are “now assigned to less expen- 
sive nonprofessional staff.” Moreover, tasks that were “at one time performed 
by library staff at the bottom of the organizational pyramid may be pushed 
entirely out of the waged work structure in libraries” (pp. 570-571). 
How can the call-center model be understood as contributing to deskill- 
ing? Quite obviously, the call center is associated with the business world. 
Numerous companies have instituted call centers in order to become more 
efficient and to cut costs. Call centers try to set up interactive voice response 
(IVR) systems such that lvRshandle about 80 percent of incoming calls. A 
great deal of work goes into trying to make NRs as flexible and informa- 
tion rich as possible so as to handle an increasing percentage of calls. Sim- 
ply put, NRs do not require human intervention and are thus extremely 
cost-efficient. Those calls that cannot be handled by an IVR are put into 
an automated call distribution (ACD) queue, where they are routed to the 
next available agent. To manage the ACD queue in the most efficient way 
possible, the Erlang C algorithm is used to determine optimum staffing 
requirements. Developed in 1917 by A. K. Erlang, an engineer with the 
Copenhagen Telephone Company, Erlang C is a complex formula that takes 
into account the total traffic volume of arriving calls in a set period, the 
average amount of time spent per transaction, the average length of after- 
call processing time, and a carefully calculated acceptable service level, 
usually defined as 80 percent of calls answered within 20 seconds. Theo- 
retically, companies can cut staffing requirements by lowering service lev- 
els-for instance, defining an acceptable service level as 75 percent of calls 
answered within 30 seconds-and by encouraging workers to spend less 
time on each client call and in after-call processing. 
In the library realm, the quest for efficiency and cost-cutting is, on the 
surface, the primary force behind the fascination with call centers. Lurk- 
ing beneath these ringing endorsements of streamlined, efficient service 
is a barely contained disdain for the complexities of library reference work 
and a devaluation of those aspects not specifically connected to answering 
user queries. Consider Coffman and Saxton, who begin by suggesting that 
“the amount of down-time spent waiting around for somebody to ask a 
question” by reference librarians is a serious concern (p. 143).From the 
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nianagerial perspective, such down-time is lost time because professional 
staff are not spending their entire time answering reference questions. 
Coffnian and Saxton are more than a little disconcerted by the fact that 
librarians “try to fill up these slack periods by ‘reviewing the professional 
literature’ and other odd tasks” (13. 143) or by “keeping kids quiet, sched- 
uling staff, ordering supplies, presiding over children’s story times, check- 
ing books oiit, and other details of managing the building” (p. 1.54).In their 
minds, circumstances such as these “only raise even more fundamental 
questions about what the true professional fiinctioiis are in a library, and 
how and where they should best be performed” (p.  154). 
The scorn with which Coffrnan and Saxton view traditional reference 
work is palpable and visceral. Their use of quotes around the phrase “re- 
viewing the professional literature’’ indicates that they do not think very 
much of this activity They use tlie phrase “odd tasks” to relegate all other 
job duties of the reference librarian-such as reader’s a d r i s o ~  services, 
keeping abreast of current events and current reference sources in ordei- 
to anticipate future reference questions, collection development responsi- 
bilities, and so on-to a very low level of importance. Finally, they utterly 
mock tasks associated with children and the smooth functioning of the li- 
brary as a whole. In  short, Coffman and Saxton do not put much stock in 
the view of librarianship as a female-intensive profession imbued with an 
ethic of caring and community service (Harris, 1992;Hildenbrand, 1985). 
Instead, their watchwords are efficiency and cost effectiveness. Their over- 
all strategy is clear. First, call into tlie question the value of reference work 
by showing that thejob includes many tasks that ought not to be worthy of 
a professional. Second, because reference work does seem to encompass 
such tasks, remove reference work from the ranks of professional positions. 
Having identified dowr-time as a serious managerial problem, Coffman 
and Saxton quantify exactly how much time staff at the County of Los An-
geles Public Library system spend answering reference questions. The 88 
branches of the system answer 3,016,619 million reference questions per 
year, with the average length of each reference question being 2.87 min- 
utes (172 seconds). These 88 branches employ 116 reference librarians; 
total staff time spciit answering reference questions is 144,338 hours. How-
ever, using the Erlang C algorithm and as:suming an industry standard ser- 
vice level of 80 percent of calls answered on a17erage in 20 seconds, they cal- 
culate that “a centralized reference center could handle all of the 3,016,619 
million questions with a reference staff of only 67, a 42 percent reduction 
of the 11 6 staff required to handle reference services as we now provide it” 
(p. 153). Moreover, these 67 staff would “be occupied and answering ques- 
tions 89 percent of the time.” However, if the Erlarig C algorithm was told 
that 116 staff would be working to answer all the questions, the staffoccu- 
pancy rate would be only 5 1%, “which means they are spending half their 
time doing something other than reference” (p.153). Because Coffman and 
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Saxton believe that anywhere from 50 percent to 80 percent of all reference 
questions “might not require” professional librarians, “a large percentage 
of the 6’7 staff needed to operate the networked reference service would 
not require professional degrees nor would they require professional sala- 
ries” (pp. 154-155). Because most of the 116staff currently providing ref- 
erence service do have professional degrees, the “potential cost savings of 
a centralized service staffed with a high percentage of paraprofessionals 
could be substantial” (p. 155).The call-center model allows not only for a 
drastic reduction in the number of reference staff positions, but also for a 
large-scale deprofessionalization of those positions that remain. Because the 
questions asked by patrons at reference desks are not really very difficult, 
they can best be answered by low-paid paraprofessionals who will do noth-
ing else all day. 
Yet Coffman and Saxton (1999) are not satisfied with this increase in 
efficiency and decrease in costs. For example, they are enthusiastic at this 
prospect: “Reducing the average question length byjust 22 seconds, from 
172 seconds to 150, would reduce staff requirements by over 10 percent 
from 67 to 60 positions” (p. 157). Here queries are turned into mere com- 
modities. The goal is to answer them as quickly as possible in order to pro- 
cess more each hour, raising the productivity levels of the call center by 
employing fewer people. Similarly, McGlaniery and Coffman (2000) wax 
eloquent about developing library Web pages so that more than 80 percent 
of user questions would be answered without recourse to human assistance. 
“We are calling these sites ‘reference front ends”’ they write, “and it is our 
hope that they will help answer a great many of the patrons’ questions be- 
fore they can be tempted to click on the “Talk to a Librarian” button” (p. 
385). Even if patrons do click on the “Talk to a Librarian” button, library 
staff “can be trained to use the resources on these key sites to answer the 
bulk of the questions” (p. 385). 
The drive toward efficiency and low costs is never ending. No matter 
the scenario, very little room remains for professional librarians and sub- 
ject specialists in the call-center model. From a metaphorical perspective, 
the situation is very much as described by Harris and Marshall (1998),who 
quote one library director who believes that paraprofessionals could be 
taught to handle reference questions “without running to mommy” (p. 
578). In effect, call centers view “mommy”-the disparaging term with 
which this library director referred to professional reference librarians- 
as superfluous. As libraries try to cut costs by employlng fewer librarians and 
more paraprofessionals, the roles of librarians will tend to become very 
broad-a circumstance that “will eliminate their ability to specialize in the 
areas of expertise that have defined the core of the profession” (p. 577). 
The result is a growing deprofessionalization of the profession as librari- 
ans try to conform to the prevailing view, as expressed by another library 
director quoted by Harris and Marshall: “It’s a larger thing that makes a 
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librarian [and] it’s got something to do with management, and commit- 
ment, and analysis, and adapting to change” (p.579). Left unspoken, how 
ever, is the danger that, as librarians evolve into managers, they risk losing 
the skills that made them librarians in the first place. As theirjobs are con- 
tinually simplified, as paraprofessionals take over these newly simplified 
tasks at a substantially reduced wage scale, as directors tell librarians that 
librarianship doesn’t have anything to do with such “little things” (Harris 
& Marshall, 1998,p. 579) as cataloging, collection development, and, now, 
reference service, librarians may be forgiven for wondering about the in- 
tellectual content of librarianship and, indeed, whether there is such a thing 
as librarianship. 
THEPOLITICSOF CALLCENTERS 
If librarianship is losing its intellectual component through such pro- 
posals, what is the face of the call center itself? First, the lists of skills that 
the new type of reference worker should possess mentions nothing about 
subject-area knowledge. Instead, necessary skills are confined to proficien- 
cy in various types of hardware and software packages, naligating already- 
constructed Web pages offering scripted answers, and keyboarding. Second, 
library call-center proposals completely overlook the negative aspects of 
private-sector centers, often identified as electronic sweatshops. The neglect 
of these negative aspects is perhaps the most surprising feature of the em- 
brace of the call-center model by Coffman and Saxton (1999), Ferguson 
(2000),and McClamery and Coffman (2000). 
There is a substantial body of evidence documenting how call centers, 
whether inbound or outbound, exploit aiid degrade workers. Building upon 
Michel Foucault’s insight thatJeremy Bentham’s design for the ideal pris- 
on, the Panopticon, is a metaphor for the workplace of the future, Fernie 
and Metcalf (199’7) argue that the call center is the ultimate manifestation 
of employer control and worker powerlessness. A philosophy of electronic 
surveillance discipline encourages an ever-faster pace of performance. 
Because the tasks performed in call centers are highly routine, highly in- 
tensive, and limited in range, Thurow (1989) sees call centers as a signifi- 
cant step toward the industrialization of the service sector. Richardson, Belt, 
and Marshall (2000) point out not only that the “Taylorist fragmentation 
of work and flat organizational structures” in call centers restricts oppor- 
tunities for career progression, but also that, because call centers have few 
links with local areas, they can “seek out even cheaper locations in order 
to achieve further reductions in the costs of production” (p. 358).Finally 
call-center workers are at constant risk of being technologically displaced 
as newer and more sophisticated technologies take the place of their already 
routinized and automated tasks. 
With regard to the working conditions in call centers, there has been 
a long litany of well-documented complaints. Conlon (1998), reviewing the 
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results of a survey by The Radclyffe Group, a management consulting firm, 
outlines three major factors that contribute to worker dissatisfaction: inflex- 
ible rules that restrict employee movement away from their desk or cubi- 
cle area; high call quotas; and strict monitoring of quantitative and quali- 
tative performance levels through electronic surveillance and tracking of 
calls. Higgins (1996) describes the sense of isolation that call-center work- 
ers experience: “It’s supposed to be part of the new economy, but the set- 
up is really very old fashioned-‘we’re the boss,do what we say’ sort of thing. 
At one place, they seemed to think they were the commanders on Star ?kk-
we all worked down on the floor, while the supervisors were on ‘the bridge,’ 
looking down on us” (p. 8). Menzies (1999) outlines the rigid adherence 
to a predetermined script and the constant lurking of supervisors who rep- 
rimand any deviation from this script. As Richardson, Belt and Marshall 
(2000) and Buchanan and Koch-Schulte (2000) note, such conditions tak- 
en as a whole have resulted in serious health concerns: workers complain 
about tension, stress, sleeplessness, headaches, eye strain, voice loss, hear- 
ing problems and burnout. McFarland (1996), describing strenuous gov- 
ernmental efforts (including tax incentives and resettlement bonuses) that 
resulted in a massive influx of call centers into New Brunswick, Canada, 
observes that local workers have no illusions about why call-center compa- 
nies choose to move there: “The company feels that New Brunswick is a 
cheaper place in wages and benefits. They see New Brunswick as desper- 
ate . . . [where] workers will settle for anything as long as it is a job [but] 
the strategy of bringing in low-payingjobs is creating a poor society” (p. 13). 
Reporting on the explosion in call-center jobs in Jacksonville, Florida, 
Bryant-Friedland and Finotti (1998) note that the annual average wage of 
$21,000 paid to call-center employees does not compare well to the cityMrlde 
average of $26,365 in all other industries. As in New Brunswick, there was 
a concerted strategy by Jacksonville city officials to attract call centers in an 
effort to create jobs in a depressed area. Together with promises of cheap 
land and low building costs, business development officers touted “a plen- 
tiful supply of low-wage workers, especially Navy wives and college students,” 
thus institutionalizing a permanent low-income ghetto. Studying the con- 
centration of call centers in the depressed mining area of Newcastle in 
northeast England, Richardson et al. (2000) observe that “the availability 
of a sufficient pool of quality labor at a lower cost than other regions” is 
the reason most cited by managers for the decision to set up shop (p. 362). 
It is therefore not surprising, as Karr (1999) reports, that call-center turn- 
over rates average about 31 percent in the United States, significantly above 
a rate of 18percent for companies in other industries. Richardson et al. cite 
one female call-center agent who links infantilizing treatment with high 
turnover rates: “When I first came here . . . I was like a small child, they were 
watching me . . . I think most call centres are like that and that’s why there’s 
such a high turnover of staff. . . because people just get fed up with it, the 
228 LIBRARY TRENDS/FALL 2001 
pressure” (p.364).Workers are beginning to unionize and embark on strike 
tactics to win better working conditions, increased autonomy, clearly dernar- 
cated career progression ladders, and overtime pay for working evenings, 
nights, and weekends. 
Given the almost overwhelming derision with which call-center work 
is characterized, many nianagemeiit consultants have proposed ways to 
improve call-center working conditions. Curtis (1999),for example, recog- 
nizes that ways must be found “tomake the job fulfilling as call centers get 
larger” (p. 33) and recoininends that companies give serious consideration 
to “localisation,” that is, mini-call renters “manned by between ten and 15 
people, .ivith the feel of a local community center” (p. 37). Thaler-Carter 
(1999) recoinmerids a series of incentive cornperisation plans to motivate 
call-center employees, and especially lauds team-based and department- 
based objectives leading to lowcost or no-cost incentives such as “fun” gifts 
or prizes (plastic eggs in Easter baskets with a little prize or toy in each egg 
arid a matchbox-siye company car are two of the ideas mentioned) that go 
a long way to “encourage productivity arid create energy” (p. 103).Conlon 
(1998) outlines a proposal to eiicoiirage the creation of “an environment 
of personal and team accountahilitf (p. 92). Although these suggestions 
appear plausible on the surface, they do nothing to address the problem- 
atic structural nature of tlie call-center industry as a disciplinary Panopti- 
con. For instance, a priman purpose of the idea reported by Conlon (1998) 
is to make employees themselves participants in surveillance activities. In- 
stead of focusing on systemic inequities in the call-center milieu that make 
for disgruntled workers, employees are urged to develop teain spirit such 
that “if one rep is taking too many breaks, instead of reporting him to a 
manager, a teanirnate can confront that person herself about the b e h a h r ”  
(p. 92). Thaler-Carter’s (1998) insight about team-based incentives that 
stress “fun”(albeit infantilizing) rewards is thus a logical addendum to the 
Panopticon metaphor: employees motivated by team-based incentives will 
be more prone to participate in surveillance of their fellow employees, all 
in the name of winning prizes for the department as a whole. Instituting a 
policy of rewards does nothing to reduce tlie amount of electronic surveil- 
lance. It even encourages workers to process calls more quickly because 
those who do not win incentives understand that, insofar as the automated 
call distribution (ACD) system tracks the amount of time spent on each call, 
rewards are based on pre-determined quantitative measures that can be 
increased at the discretion of management. Even Curtis’s (1999)notion that 
mini-call centers are the wa\7e of the future does riot alter the fundamental 
nature of call-center work, because technology exists to monitor produc- 
tivity across a virtual arid decentralized network. Even though people may 
be working in small groups of 10 or 15 people, or even at home by them- 
selves, each computer is still being centrally monitored. In addition, the 
mini-call center model allows companies to avoid a rising wage structure 
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such as might develop at large central facilities, due to possible low- 
employment rates in the surrounding area or to unionization pressures. As 
Curtis (1999) notes, the small telecenter approach allows the company “to 
set up cost effectively wherever there are people willing to work,” a wily eu-
phemism for a constant search for low-wage geographic pockets. 
Despite the numerous drawbacks of call centers, it is somehow appro- 
priate-although no less disconcerting-that Coffman (1999) embraces the 
retailer Amazon.com as a model for the library of the future. He could not 
be more fervent in stating his belief that Amazon.com is the epitome of a 
successful and technologically innovative organization with a firm commit- 
ment to superior customer service. Using the Amazon.com paradigm, he 
pictures the ideal local library as providing access to 43 million items (the 
approximate total of all items listed in the OCLC database), all accessible 
through a catalog designed “for the selection decision, with records that 
carry reviews, cover art, tables of contents, excerpts, and any other kind of 
content that could help a person” (p. 47). Accessible seven days per week 
and 24 hours each day, the new library will even provide home delivery of 
requested books so that patrons’ time is not wasted. Customer service rep- 
resentatives will always be friendly, knowledgeable, and willing to help pa- 
trons with their questions and book selections. 
The reality of Amazon.com is starkly different from Coffman’s inexpli- 
cably naive vision. Customer service representatives-the backbone of 
Amazon’s operation-make only between $10 and $13 per hour. As Leibo-
vich (1999) reports, they are expected to respond to 12 e-mails per hour; 
“lagging productivity-fewer than ’1.5 e-mails an hour for an extended 
period-can result in probation or termination.” Employees complain that 
their self-worth is measured in “how many e-mails I could answer”: “we’re 
supposed to care deeply about customers, provided we can care deeply 
about them at an incredible rate of speed.” Another employee recounts 
how, after a telephone conversation lasting three or four minutes with a 
customer to whom he recommended a Civil War-era fiction book, he was 
chastised by a supervisor who warned him to “watch the schmoozing.” In 
other words, everyone is expected to work constantly at an “uptime” pace. 
The infamous Amazon memo entitled ‘You can sleep when you’re dead” 
is a brutal reminder of how unforgiving work expectations have become for 
customer-service representatives. 
Amazon regularly orders mandatory overtime to deal with backlogs of 
unopened e-mail and telephone calls. Managers outline goals to be met- 
goals couched in the rhetoric of team-building and sacrifice: ‘You own this 
goal. I own this goal. We all will share in the consequences of failing to meet 
this goal.” “Fun-productivity’’ races held at midnight-where the prizes are 
“sundaes, smoothies, trail mix, pretzels, award-winning coffee and other 
yumniy things”-are presented as “great news” even though they count as 
required overtime. But for many customer-service representatives, such 
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management niethods such as these are “like Communist China under 
Mao. . . . You’re constantly being pushed to help the collective. If you fail 
to do this, you’re going against your family. But if this is a family it  belongs 
on Jerry Springer” (Leibovich, 1999). 
When losses mounted and stock prices collapsed in 2000, the concept 
of fianiily and “goal ownership” evaporated vciy quickly. Amazon institut- 
ed a ronnd of layoffs and began to outsource customer service representa- 
tivejobs to Daksh.com, with the expressed goal of having about 80 percent 
of its customer service work done in India (Guyatt, 2001; WashTech, 2000). 
M’hereas Amazon custom service representatives in the United States earn 
on average $1,900 per month, Indian workers can expect to earn no more 
than $109 to $175 per month (WashTech, 2000). In an effort to reach ac- 
ceptable levels of profitability, Amazon is thus participating in the global 
outsourcing movement, taking advantage of countries with relatively weak 
labor standards and low wage structures. It was perhaps inevitable that dis- 
satisfaction with Amazon work practices reached such heights that persis- 
tent efforts Ivere undertaken to form a union; as one worker bluntly ex- 
plains, “Amazon may be the symbol of the new economy, but it has the worst 
of the working conditions of the old economy” (Greenhouse, 2000a, C3). 
Preaching the mantra of ownership and family, Amazon has responded with 
anti-union activities, distributing instructions to managers about how to 
dissuade workers froni signing union membership cards (Greenhouse, 
2000b). In short, Amazon.com stands as a case study of the negative fea- 
tures associated with call centers. The fact that Coffman (1999) has unlim- 
ited praise for the Aniazon.com business model and management ethos is 
troubling t o  say the least, considering his desire to make call centers the 
heart of the 2lst-century library. 
WOMENAND CALI,CENTERS 
Perhaps the most salient and intriguing feature of call centers is the 
preponderance of female employees. Most scholars agree that about 70 
percent of call-center employees are women and that many employees find 
themselves on “the periphery of the labour market for some reason,” usu- 
ally poverty, transience, or lack of education (Buchanan & Koch-Schulte, 
2000, pp. 9-10, 16-19; Richardson, Belt, & Marshall, 2000, pp. 359-361). 
While the part-time student component of call-center work tends to be 
evenly distributed between men and women, full-time work is dominated 
by women who, as one worker put it, “probably have not progressed beyond 
high school or who have Families or for some other reason would not be 
able to find ajob” (Buchanari & Koch-Schulte,2000, pp. 15-16). This divi- 
sion of labor has gendered consequences, namely the ghettoization of 
women in routinized, low-paying jobs without much chance for advdnce- 
nient. Buchanan and Koch-Schulte (2000) also document how sexism plays 
a role in such gender imbalance. Women may modulate the pitch of their 
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voices in order to deal effectively with male callers. “Guys will respond to 
you better if you speak in lower tones like a husky voice. . . . It’s almost a 
sexual preference. In that sense, I think women get the short end of the 
stick because it almost brings them down to sexual objects. . . . I think we 
should give women more credit than just pretty faces and nice-sounding 
voices” (Buchanan & Koch-Schulte, 2000, p. 15). 
Although inbound call centers tend to provide more stability and chanc- 
es for advancement, Buchanan and Koch-Schulte (2000) suggest “the dy- 
namics of the industry are such that the ‘goodjobs’ are disproportionately 
distributed to the few young men in the labour force” (p. 14). Indeed, rel- 
atively high-paying inbound call centers that require special expertise (like 
mutual fund sales) and that consequently require phone representatives to 
pass exams are almost exclusively dominated by men. In broad terms, men 
working in call centers have specialized skills that give them numerous 
opportunities for advancement, while women tend to be concentrated in 
positions that demand sympathy, listening, interpersonal, conflict- 
resolution, and communication skills-care-giving functions that may be 
summarized as “emotional labour” (Buchanan & Koch-Schulte, 2000, pp. 
48-51). Moreover, women do not have much opportunity to learn new and 
challenging skills that would lead to better-paying jobs simply because they 
are valued for their care-giving role and for their ability to keyboard quick- 
ly (Buchanan & Koch-Schulte, 2000, p. 53). Thus, despite the gleaming ap- 
pearance of many call centers, with rows of high-powered computers and 
sophisticated Web-based digital interfaces, many female workers view their 
workplaces as nothing but factories. ‘You think this is an advanced office 
and this is on the cutting edge of technology, or whatever. It is not that at 
all. It is a factory” (Buchanan & Koch-Schulte, 2000, p. 53). 
As libraries move toward the vision of Coffman (1999),Coffman and 
Saxton (1999), Ferguson (2000), and McGlamery and Coffman (2000), 
where paraprofessionals in call centers perform functions previously the 
preserve of reference professionals, there is a danger that they will become 
even more complicit in what Ellis (1997) identifies as “the economy of off- 
shore information production” (p. 112). For instance, many cataloguing 
and document-conversion tasks are performed in less-developed countries 
for low wages and in unsafe working conditions. These are low-skill data- 
entryjobs held by women at a rate approaching 98 percent. Reviewing other 
studies on the subject, Ellis summarizes that these “data-entry women are 
locked into physically damaging work with little or no opportunity for 
making transitions to traditionally male (and increasingly scarce) techni- 
cal or supervisory roles.” He quotes one supervisor of data-entry clerks who 
notes “Women are better at this kind ofjob [because] they are more dex- 
terous, more disciplined, more caring about the quality of work and more 
agile” (pp. 117-119). This echoes the comments of a call-center superv- 
sor worker interviewed by Buchanan and Koch-Schulte (2000),who attrib- 
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uted the preponderance of women in the industry to the fact that “there 
were more typing skills among w‘omen, and also, I suppose, you aren’t 
trained to anything else. . . . It’s a greatjob for somebody who types real fast 
and sits there” (p.53).Studying the phenomena of data processors in var- 
ious Caribbean countries, Skinner (1998) also offers evidence for the mostly 
female composition of data clerks. One government official is of the opin- 
ion that “women have a natural proclivity for work that is tedious and mo-
notonous” and that “a niaii,just won’t stay in this tedious kind of work, he 
would walk out in a couple of hours” (p. 83). 
Siegel (1998)notes that the Silicon Valley high-tech workforce also has 
characteristics of gendered labor segmentation. Even though wornen make 
up only 38.1 percent of these workers, women constitute 79.1 percent of 
clerks, versus 22.6 percent of managers (pp. 99-102). These statistics indi- 
cate the larger forces currently affecting library restructuring and reorga- 
nization. Harris and Marshall (1998) remind us that a prevailing attitude 
among some library directors is that the work traditionally performed by 
highei-=paidwomen in the library system is overrated, silly, or comprised of 
what Chffrnan and Saxton (1999) call “odd tasks.” Thus, in the view of li-
brary directors, “it makes good sense to pass it on to other wonien who are 
a little lower-paid, and who can, with training, take on increased responsi- 
bility” (Harris & Marshall, 1998, p. 579). 
This deprofessionalization of reference responsibilities is, from one 
perspective, tantamount to a ready acceptance of a large number of female 
call-center clerks. They would perform tasks that are tedious, monotonous, 
and partake in \vhatJarman, Brrtler and Clairmont (1998) term “the rou- 
tinisation of human interactions” (p. 2 ) . At the same time, this approach 
suggests the valorization of managerial and systems-administrator tasks 
which, according to the statistics gathered by Siegel (1998),are held most- 
ly by men. 
Even though proponents of digital reference call centers in academic 
and public libraries would strenuously argue that their vision of the future 
is very far removed indeed from the electronic sweatshop model, the call- 
center analogy used to describe digital reference work is, on both practi- 
cal and symbolic levels, extremely telling. Since librarianship is a female- 
intensive profession that has traditionally paid relatively high wages, any 
attempt to offload reference functions to paraprofessionals working in a 
setting characterized by constant electronic surveillance, low wages, labor 
segmentation, work routinization, stress, and high levels of employee churn 
is a worrisome setback. Library directors currently do not seem overly con-
cerned about “the economy of offshore information production” described 
by Ellis (1997),so it is not inconceivable that they would come to accept as 
normal, and perhaps even desirable, a situation in which clerical workers 
process reference questions under less than stellar working conditions. For 
all intents and purposes, library directors who are enthusiastic about call 
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centers appear to be willing victims of’technological determinism. It is al- 
most as if they are saying to themselves: If the technology exists and if ev- 
eryone else is using it, why shouldn’t I use it too? The opportunity to cut 
costs and show oneself to be an adept and forward-thinking manager is ir-
resistible. Scant heed is given to Gramsci’s (1971) warning against the dan- 
ger inherent in blindly accepting that which seems to be the commonsen- 
sical approach and “the spontaneous philosophy which is proper to 
everybody” (p. 323). In short, unexamined acceptance of late 20th-century 
information technology (IT) has created a hegemonic dynamic insofar as 
non-IT-based solutions are held to be without much value. 
REVALUING READING AS THE BASISOF REFERENCE WORK 
To be sure, there are numerous suggestions about how to improve the 
call-center experience. Buchanan and Koch-Schulte (2000) propose a se- 
ries of significant ameliorative actions, including monitoring the “gender 
and racial segmentation of workers” in call centers, ensuring that call cen- 
ters create intellectually challenging “good jobs” that provide advancement 
and career opportunities, regulating the working conditions with regard 
to pace and stress, and emphasizing the value-added and skilled nature of 
call-center work (pp. 63-72). These changes, if instituted, would certainly 
improve library reference call centers. Yet the dangers remain: not only 
would the “bad jobs” prevalent in call centers assume an increasing share 
of the totality ofjobs in a library universe heretofore characterized by “good 
jobs,” but the fundamental human-centered and caring aspect of’traditional 
reference work would also be eviscerated in the rush for efficiency and cost- 
effectiveness. 
Ferguson (2000) would disagree with this assessment. Instead, he be- 
lieves that a three-tiered integrated “on-site/remote service matrix” (p. 306) 
would ensure that the “enduring service values [of librarianship] can be 
reinterpreted and sustained in meaningful ways by promoting user satisfac- 
tion that derives from personal contact and by increasing the ability to ver- 
ify customer satisfaction in arenas not currently monitored well” (p. 308). 
He envisions first-tier gateway services (“basic use and finding questions 
related to core information resources”) staffed by students and paraprofes- 
sionals who make use of asynchronous user aids through Customer Sup- 
port Centers; second-tier intermediate services (“general research support 
and initial triage of complex software or hardware issues; referral to ex- 
perts”) staffed by paraprofessionals, computer consultants, and librarians 
making use of e-mail reference; and third-tier expert and specialized ser- 
\ices (“subject or resource experts by appointment or during office hours”) 
staffed by librarians and computer consultants (p. 305). Yet, at the same 
time, he foresees that an “Internet call center” would be the cornerstone 
of all these services, dealing around the clock with most questions and 
situations, making only a small number of referrals to librarian experts 
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(p.308).Keeping in mind that, according to Coffinan and Saxton (1999), 
the primary purpose of library call centers is to increase efficiency and re- 
duce costs by decreasing time spent per call and hence the number of staff 
required to take calls, the nature of the “personal contact” that Ferguson 
(2000) still believes to be possible is, to say the least, problematic. 
From another perspective, Ferguson’s plan also devalues the majority 
of reference questions and information requests by assigning them to less- 
qualified personnel. In effect, he forgets that each reference question comes 
with a complex history and, often, a psychosocial context. As Denin (1992) 
has sho~vn,individuals seeking reference assistance may be thought of as 
experiencing a gap in their understanding of a particular situation, whether 
intellectual, psychological, emotional, practical, or recreational. They have 
a discontinuity in their knowledge about something, and they are unable 
to continue on their journey of achieving knowledge without obtaining 
“gap-bridging” information (p. 68).Reference staff may therefore be instru- 
niental in offering a series of “helps” that can assume such diverse forms as 
initiating a new idea or a new way of looking at things; offering a sense of 
direction; assisting in the development of a new skill; regaining control; 
moving o u t  of a bad situation, or obtaining support, comfort, or reassur- 
ance (p.7 3 ) .Kuhlthau (1993),moreover, sees the librarian as a counselor 
who establishes, with the patron, an ongoing dialogue “that leads to an 
exploration of strategy and to a sequence for learning” (p. 144).Typically, 
the dialogne may be reformulated, redefined, and nuanced throughout the 
many stages of the information-seeking process, as librarians “facilitate 
understanding, problem solving, and decision making” (p. 188).In the call- 
center model advocated by Coffinan ( 1999),Coffman and Saxton (1999), 
Fergnson (LLOOO), and McG1amer-y and Coffinan (2000),with its emphasis 
on speed and rote answers through electronic FAQs, the opportunities for 
caring, personalized reference service delivered by library professionals who 
understand the psychological insights of Dervin (1992) and Kuhlthau 
(1993) would be few and far between. 
Is there another approach to rethinking reference service that would 
valorize the intellectual contribution of the individual reference librarian 
to a greater extent and still provide value-added senice? Early practitioners 
of library reference work were convinced that general-interest reading, 
especially reading of newspapers and magazines, was an integral aspect of 
success on the job. Walter (1925) urged 1ibrdrianS not only to promote 
reading among the public, but also to realize that “[iln self defense the li- 
brarian [too] must read if she wishes to succeed.” (p. 31).  More specifical- 
ly, to keep up with the pace of world events, “One often must get out of the 
current to see the progress of the stream and to notice that it is the stream 
and not the banks which moves” (p. 3 2 ) . Continuing his analogy, he sug- 
gested that, because “[ilnformation is the real water of life to the mind,” it 
is “most often in books, in magazines and newspapers that one can get the 
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best perspective of social progress in the limited periods of leisure [avail- 
able to the librarian].” Wyer (1930) urged librarians to “[flaithfully read 
at least one local newspaper” and to “[k] eep somewhat in touch with affairs 
of state and nation as well as city . . . through a metropolitan daily or an able 
review” (pp. 120-121). Hutchins (1944) was adamant about the central role 
that newspapers play in the provision of superior reference service. She 
noted, first, that “a very large proportion of the reference work in practi- 
cally all types and sizes of libraries is accomplished by means of periodicals 
and newspapers (p. 103). Newspapers and periodicals are “indispensable” 
because they “supply the most up-to-date information on all subjects” (p. 
103). Ranganathan (1961)also insists on the value of reading newspapers 
and periodicals on a regular basis: because “sometimes research studies and 
investigations are reported in the newspapers at their inception. Sometimes 
newspapers have feature articles onimportant conclusions brought to light.” 
Accordingly,a “close scanning of both newspapers and periodicals is really 
necessary for useful, intelligent long-range reference service” (p. 349) be- 
cause the reference worker must constantly anticipate the types of questions 
that could possibly be asked, and because periodicals “provide opportuni- 
ties for the reference librarian to keep himself [or herself] abreast of the 
world’s progress in knowledge,” in effect “keep[ing] ahead of the game 
[and at] the very wave-front in the advance of knowledge” (p. 352). When 
reading newspapers and periodicals, “the variety of questions actually 
brought up by enquirers and of the questions anticipated on the basis of 
local knowledge and contemporary happenings should get interlaced in the 
mind of the reference librarian” (p. 350). 
The emphasis on reading current publications is undergoing a renais- 
sance. There is some indication that a handful of companies are recogniz- 
ing that general-interest reading (sometimes called “environmental scan- 
ning”) by their in-house corporate librarians contributes to the bottom line. 
For example, the librarian for Highsmith Inc. spends “20% of her time scan- 
ning newspapers, magazines, on-line databases, and Web sites . . . and her 
antennae are always up for interesting tidbits from television, radio, adver- 
tising, or casual conversation” (Buchanan, 1999, p. 54). The significant point 
here is that she never knows what she is looking for or what she will find. 
Instead, she must be alert to a wide variety of issues, themes, social trends, 
and occurrences, and her perusal of media sources must be sufficiently de- 
tailed so that she can reject material as well as flag it as potentially valuable. 
As a result, she becomes a walking, well-informed resource for everyone in 
the company, not just for those who have assigned her specific tasks and 
searches. In addition, Thomsen (1999) suggests that one important way for 
librarians not only to survive constant change, but also to provide the type 
of service users demand and expect in a fast-paced world, is to read newspa- 
pers, magazines, and generally make themselves into “active and informed 
citizens” through a diversified and continuous current-awareness program 
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(p. 3 2 ) . Indeed, in order to anticipate the myriad questions and concerns 
that affect “the lives of o w  patrons and sends them off in search of infor- 
mation” and to avoid erribarrassiiig gaps in their own cultural knowledge, 
Thomsen argues that reference librarians, “should spend several hours a day 
reading a rariety of newspapers arid niagazines-cover to cover-listening 
to National Public Radio (NPR) and \catching CNN” (p. 34). 
BENEFITSOF NEWSPAPERS IN LIBRARYAND MAGAZINES 
h F E K E N C E  m70RK 
In sum, intensive reading of a wide array of current publications gives 
librarians intellectiial tools with which to confront an equally wide array of 
information requests. They can then use this knowledge to understand the 
comprehensive context of the question and to make innovative connections 
to other fields arid subject areas, giving the library customer a richer and 
more robust answer than if they had vei? little background knowledge about 
the particular question. Or, quite simply, they can provide the answer in a 
shorter time, thus fiilfilling one of the desiderata of reference work in the 
digital era. 
How does this work in practice? To give some idea about the range of 
situations where knowledge of inforrnation contained in newspapers and 
magazines has had or could have a demonstrated positive effect in refer- 
ence work, 1\rant to present four docimiented exaniples from often over- 
looked reference texts. 
In one of his reference case studies, Ranganathan (1961) tells the sto- 
ry of the “Kra Canal Enquiry” Here, “a young graduate stepped into the 
library. Mentioning an alleged agreement between Siarn and Japan, he 
asked for information on Kra Canal.” Unfortunately, the librarians “were 
absolutely ignorant” of [the problem]” (p.391).A long and frustrating hunt 
for the desired information commenced. Librarians and the patron worked 
hand in hand, searching unsuccessfully through the following sources: 
encyclopaedias; books on Siam; book onJapanese foreign policy; books on 
naval bases in Singapore; and books on Far Eastern problems. Subsequently, 
periodicals were searched, with a little more success. The magazine Pucajic 
Afluirscontained an article called “The Kra Canal: A Suez for Japan?,” which 
contained a number of footnotes leading to the Pul-licimen,tn~Debates, which 
in turn gave a number of references to key articles in The London Times. 
Grogan (1987c) describes how “a young girl ob~iously on her way home 
from school” approached the refererice librarian wishing to know as much 
as possible about the first woman in space, whom she said (incorrectly) was 
Sally Ride (pp. 65-6’7). Vaguely aware of the recent publicity surrounding 
Sally Ride, the librarian searches first (unsuccessf~illy) in the American, 
British, and international versions of Who’s Who. He then searches Biogra-
phy Index and finds references to only very brief articles that he knows will 
not be very useful to the patron. He then remembers the existence of a 
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magazine entitled Currmt Biography, looks at the cumulative index of the 
most recent issue, and locates a reference to a cover story on Sally Ride in 
an issue about three or four months old. The article is about three pages 
long, mentions that Sally Ride was the first American woman in space, and 
contains a wealth of personal information about the astronaut. 
Grogan (1987a) recounts how a public librarian was asked about spon- 
taneous human combustion. Convinced that such a thing cannot exist, she 
looked in five encyclopaedias, but only found that this phenomenon occurs 
in hay, coal, and other such substances. She then consults the Oxford€+- 
glish Dictionary, which states that human combustion is possible in people 
who consume much alcohol. She then searched the library catalog. Find- 
ing nothing there, she was “at something of a losswhere to turn next” when 
she asked a senior colleague, who immediately told her, “There was a let- 
ter in The Timesabout that ayear or so ago” (p. 9).Once located, this letter 
turns out to be the key to finding a vast array of information about sponta- 
neous human combustion. 
Grogan (1987a) describes a request for information about the present 
whereabouts of Noah’s ark. The unsuccessful search encompassed, again, 
numerous encyclopaedias, numerous periodical indexes, and the British 
National Bibliography. Two promising-sounding books were indeed found but 
did not contain the desired information. Grogan then relates how “[t] his 
was the point at which the librarian indicated that he had taken the search 
far enough” (p. 18).But, some months later, “by one of those chances that 
happen so frequently in reference work,” the librarian noticed “in his rou- 
tine scanning of The TimPs” a story, datelined Ankara, that reported on a 
recent discovery of “a boat-shaped formation found 5,000 ft. up Mount 
Ararat in Eastern Turkey” which the archaeologist was confident would turn 
out to be Noah’s Ark (p. 19). 
In the first two examples, intensive reading of newspapers or magazines 
could have facilitated answer provision. Librarians would have been aware 
that they had read about the Kra Canal in a newspaper and would have 
immediately gone to The Times index to find the appropriate issue. Or, if 
the article in question was too recent to have been indexed, they could have 
leafed through back issues to locate the correct article. Either way, much 
time could have been saved. Similarly, in the case of the young girl and Sally 
Ride, even the most cursory scanning of recent magaLines and newspa- 
pers-the idea of environmental scanning as described by Buchanan 
(1999)-would have allowed the librarian to locate the cover story article 
about this famous American astronaut. The last two examples, on the oth- 
er hand, provide ready evidence that newspapers indeed do serve a valu- 
able function. Even a seemingly innocuous letter to the editor can become 
the starting point for finding an answer to a difficult reference query such 
as the one about spontaneous human combustion. In addition, as the 
Noah’s Ark example demonstrates, even the most intractable queries can 
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frequently be resolved through careful attention to information contained 
in newspapers. 
Although these examples come from an era when online information 
sources were nonexistent or in their infancy, newspapers and inagazines still 
remain an unparalleled source of up-to-date information. Consider, for 
instance, five seemingly simple reference questions. 
M’hat is the state flag of Mississippi? 
M‘hat is the state motto of Ohio? 
Where is the border between the Canadian province of Quebec and 
Labrador? 
M’here is the seat of government of Equatorial Guinea? 
What is the minimum wage in Duluth, Minnesota? 
At first glance, these are ready reference questions that could be answered 
by looking in almanacs, statistical sources, atlases, encyclopaedias, or vari- 
ous online compilations of facts. In reality, they address complex issues that 
have no one simple ans~ver. Indeed, these complex issues were described 
in newspapers and niagaziiies throughout the fall of 1999 and spring/sum- 
mer of 2000, and reference librarians who had not been regularly scanning 
newspapers and magazines would not have been able to provide correct 
answers to these questions. In the case of the Mississippi state flag, Firestone 
(2000) reports that Mississippi has had no official state flag for 94 years 
because “during a codification of all state laws in 1906 all laws before that 
date had been repealed unless they were specifically put into the new code 
of laws” (p. A l ) .  Because the state flag (with its Confederate symbol) that 
everyone considers to be the state flag had been so designated by an 1894 
law, hut had not been placed in the 1906 codification, it could no longer 
be considered as the official state flag. The question about Ohio’s motto is 
equally complex. Simply put, it is not “With God, All Things Are Possible” 
because in April 2000 the United States Court of Appeals (6th circuit) ruled 
that the words are a direct quotation from the New Testament, clearly Chris- 
tian, and thus an infringement of the separation of church and state 
(Fritsch, 2000, p. 2). In the case of the border between the Canadian prov- 
ince of Quebec and Labrador, the problem lies in the fact that Quibec has 
never officially recognized that Labrador is part of Newfoundland. Even 
though a British Privy Council decision in 1927 gave Labrador to Newfound- 
land and most international maps and atlases show Labrador to be part of 
Newfoundland, Quebec believes that Labrador is its own territory, and that, 
accordingly, there is no border (McKenzie, 1999, Dl ) .  With regard to the 
seat of government of Equatorial Guinea, a correct answer would have been, 
again, almost impossible to find without recourse to newspapers. Onishi 
(2000) reports that, as part of a novel developmental strategy, Equatorial 
Guinea has decided to move its government to a new town every six months 
so as to stimulate economic, social, and cultural progress in hinterland 
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areas. The question about minimum wages in Duluth, Minnesota, is per- 
haps the most intriguing of all. One of the most obvious places to look would 
be Minnesota state government Web sites such as the Minnesota Depart- 
ment of Labor and Industry. Indeed, this site does contain a page entitled 
“Wage, hour and employment laws,” which states that minimum wages in 
the state are defined according to the size (wealth) of the employer and 
how recently the worker was hired. Thus, a large employer-whose annu-
al gross volume of sales made or business done is not less than $500,000- 
would have to pay a minimum of $5.15 per hour, while a small employer 
only has to pay a minimum wage of $4.90 per hour. Although technically 
accurate, this information would nevertheless be false for Duluth insofar 
as this city is among the few that have adopted a “living wage” law, which 
mandates that any company doing business with the city of Duluth must pay 
a wage that is above the state minimum (Uchitelle, 1999, C l ) .  
Librarians who relied on convenient print or electronic sources such 
as encyclopaedias, almanacs, atlases, and statistical sources to answer these 
questions about Mississippi, Ohio, QuCbec/Labrador, Equatorial Guinea, 
and Minnesota would have given outdated and incorrect information to 
users. Knowledge of the information contained in newspapers and maga- 
zines would have permitted these same librarians to provide a correct an- 
swer in a relatively short time. As Grogan (198713) suggests, newspapers are 
irreplaceable repositories “of much information completely unavailable 
elsewhere,”-all the more so because “a substantial minority of the enqui- 
ries in all types of libraries stem from the news of the moment” and because 
they present “the best source there is for assessing the Zeitgeist, the life of 
the time as seen through the eyes of contemporaries” (p. 94). 
CONCLUSION 
The theories of Pierre Bourdieu, as explicated in the series of conver- 
sations collected in Bourdieu and Wacquant (1992), provide some insights 
about the processes of change in library reference work. Bourdieu formu- 
lated the notion of “field,” defined as a “social microcosm’’ or a “configu- 
ration of objective relations between positions.” There are numerous 
“fields” in society, and each follows “specific logics” (p. 97). For instance, 
the world of economics is a field, as is the world of art, religion, or litera- 
ture. At the same time, however, the limits of a field are fluid and “always 
at stake in thpjield itself” (original emphasis; p. 100). A field, Bourdieu be- 
lieves, can be compared to a “game,” with the difference that a field follows 
“rules, or regularities, that are not explicit and codified” (p. 98). In addi- 
tion, a field has “stakes which are for the most part the product of compe- 
tition between players” (p. 98).Each participant or player has one or more 
“speciesof capital” (knowledge of a certain skill, for example) which can 
be deployed during the competition. For Bourdieu, it is the “species of 
capital” that is “efficacious in a given field, both as a weapon and as a stake 
of struggle” (p. 98). Whoever has capital can wield power and influence. 
In a sense, capital allows an individual “to exist, in the field under consider- 
ation, instead of being considered a negligible quantity” (original empha- 
p. 98).Accordingly, it is “the state of relations of force between plavers 
that defines the structure of the field” (p.99). To clarifi his point, he coin- 
pares “species of capital” with tokens of diffcvwit colors. The position of 
each player within the field thus depends not only on the number and ar- 
rangement of that individual’s tokens, but also oii “the evoliilion o w r  time 
of the volume and structure of this capital” (original emphasis; p. 99).More 
important, individuals can decide to play in order to transform, partially 
or completely, the irnnianent rules of the game. They can, for instance, work 
to change the relative value of tokens of different colors through strategies 
aimed at discrediting the form of capital upon which the force of their 
opponents rests (e.g.,economic capital) arid to valorize the species of cap- 
ital they preferentially possess (e.g., juridicial capital; p. 99). 
Xfield is therefore dynamic. Indeed, it can be said to be a ‘tfidd ?f.c2r7~g-
glec aimed at preserving or transforming” the configuration of “potential 
and active forces” within i t  (original emphasis; p. 101).Because the field is 
‘‘astructure of objective relations between positions of force,” participants 
within the field attempt to “impose the principle of hierarchization most 
favorable to their own products” (p. 101). 
If‘librarianship is considered to he a field in Bourdieu’s terms, it is 
possible to understand it as a “field ofsti-iiggle” in which one form of cap-
ital (subject knowledge of a diverse array of topics) is in the process of be- 
ing discredited. Another form of capital (ready acceptance of any form of 
technological innovation) is being valorized. Lengermann, Niebrugge- 
Brantley, and Kirkpatrick (1996),using the sociological theories of Dorothy 
Smith’s The Everydaq’ World as Pmblematic and The CAhrzce@tualPractices of Porri-
e1; locate the library as the “mediator between the sphere of the extralocal 
apparatus of ruling” (defined as the sphere shaped by “capitalism and pa- 
triarchy” and including such “documen ts of control” as laws, contracts, news 
reports, niedia portrayals, etc.) and the “sphere of the local actuality” 
(defined as possessing a feminine consciousness insofar as it is concerned 
with the “dailiness” of living, personal relationships and concrete coping 
activities) (pp. 84-85). As the technolo<Sy-driven information revolution 
marketed by “the extralocal apparatus of ruling” is enforced as a new “tex- 
tual revolution” to which all must submit, the librar?; a place inscribed with 
a feniinist notion of professional service, is faced with nimerous challeng- 
es to remain “a supportive erivironment focused on the needs of individu- 
als in the local actualities of lived experience” (11. 93). In effect, reference 
librarians are in danger of allowing their field to he defined by external 
forces that have decided to make technology-based solutions the primary 
“species of capital” in an effort to “impose the principle of hierarchization 
most favorable to their own products.” 
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Reference librarianship is undergoing profound changes. On both 
symbolic and practical levels, there is competition to lay claim to the field 
of reference librarianship, to make it conform more closely to the interests 
of one group of players who feel that they are currently in the ascendant. 
The ideas of this group of players have been represented by the ideas found 
in Coffman (1999), Coffman and Saxton (1999), Ferguson (2000),and 
McGlaniery and Coffman (2000). These players are deploying their “spe- 
cies of capital”-belief in the efficacy of technological innovation as rep- 
resented in the call-center model-in order to render less valuable the “spe- 
cies of capital” of reference librarians whom they accuse of being concerned 
only with “‘reviewing the professional literature’ and other odd tasks” such 
as “keeping kids quiet, scheduling staff, ordering supplies, presiding over 
children’s story times, checking books out, and other details of managing 
the building” (Coffman & Saxton, 1999,pp. 143,154).However, these sup- 
posedly valueless tasks go a long way toward creating “a supportive environ- 
ment focused on the needs of individuals in the local actualities of lived 
experience” (Lengermann, Niebrugge-Brantley, & Kirkpatrick, 1996,p. 93) 
and privileging an in-depth subject knowledge about a wide variety of top- 
ics. From the perspective of Bourdieu, this is a strategy “aimed at discredit- 
ing the form of capital upon which the force of [an] opponent rests” and 
emphasizing the superiority of an opposite species of capital. The end re- 
sult is that the “relative value of tokens of different colors” has changed in 
the field of reference librarianship. From this perspective, technological 
innovation has become a weapon allowing one group of individuals to ex- 
ert power and influence on their own behalf and to marginalize the con- 
tributions of more skeptical others. It allows this first group of players to 
paint themselves as innovators in the profession, and it renders the second 
group a “negligible quantity.” In a very real sense, technological innovation 
is being construed as a synecdoche for progress, which in turn will allow 
the field of reference librarianship to survive. The terms of the debate thus 
permit any skeptic of technological innovation to be branded an opponent 
of progress and thus an impediment to the field’s survival. 
The specter of deprofessionalization of the reference function looms 
ominously. An increasing percentage of reference questions are being of- 
floaded to paraprofessionals working in call centers notorious for low pay, 
high turnover, lack of advancement opportunities, and stressful working 
conditions. As reference functions become more and more automated 
through call-center interactive voice-response systems and automated call- 
distribution systems, the intellectual component traditionally associated 
with reference librarianship becomes increasingly etiolated. Indeed, the 
kind of subject knowledge gained from an intensive program of reading is 
fast becoming an endangered “species of capital.” It may seem trivial to sug- 
gest that reading newspapers and magazines can help to re-intellectualize 
reference work and reestablish a “species of capital” that could be “effica- 
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cious in a given field, both as a \$'capon and as a stake of struggle.” But, as 
the examples discussed above suggest, there is real value for reference work 
in reading newspapers and magazines, especially since such reading often 
leads to the reading of book-length matter. Although few would discour- 
age reference librarians from reading intensively and extensively in diverse 
subject areas, by the same token, such reading is not, for the most part, 
encouraged and valorized as a vital component of reference work. Were it 
to be so encouraged and valorized, such inherently deprofessionalizing 
proposals as digital reference call centers, with their implications of labor 
market segmentation and the feminization of “bad jobs,” might prove to 
be unnecessary. 
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Reference in Library and Information 
Science Education 
YVONNEJ. CHANDLER 
ABSTRACT 
TECHNOLOGYHAS AFFECTED THE REFERENCE and information culture 
in libraries. With the increasing scope of information transfer, users have 
higher service expectations of library and information science profession- 
als. The emergence of a digital information environment has changed the 
century-old role of the reference professional. After the rise ofthe Inter- 
net, many skeptics foresaw the end of a need for librarians, particularly those 
working in traditional positions such as reference. Nevertheless, data from 
the Bureau of Labor Statistics indicates an increase in the number of in- 
formation professionals by the year 2008. Reference professionals are be- 
coming more-not less-essential. Graduate programs must examine the 
curriculum for reference and information access professionals. Greater 
access to information sources by users has highlighted the need for refer- 
ence and information professionals to develop new skills including more 
technological knowledge, a better understanding of user information- 
seeking, new instructional techniques, and better communication skills. In 
addition to live classroom instruction, most schools offer reference and in- 
formation access courses to a more diverse student body by employing dis- 
tance-learning technologies. 
INTRODUCTION 
This is an exciting time to be an information-access professional pro- 
viding reference services. Abels (1997) broadly defined reference services 
as “those services that provide access to information through direct or in- 
direct intermediation” (p.136).With the increasing scope and rapidity of 
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information transfer and the many new opportunities opened up by net- 
work technolqgy, the pace of information change has accelerated. In re- 
sponse to expectations placed on the information profession, graduate 
programs must examine reference and information-access training. The 
movie Desk S P t  illustrates the fear of replacement that afflicted many librar- 
ians after the introduction of the computer. This was one of the first visu- 
alizations of the “human versus the machine” debate in the information 
profession. Although only hired to install a computer to better handle re- 
search requests, the presence of the computer specialist causes rampant 
paranoia as the staff rvorries about losing theirjobs to the machine. Early 
reaction to the development and growing popularity of the Internet was a 
sequel to this fear. 
o n  the contrary, the importance of reference hbrarldns is actually grow- 
ing in this age of the Internet. Keller (2000) reports that the number of 
reference librarians working at puhlic libraries in the United States has 
grown from 2,634 reference librarians in 1995to 4,100 in 2000. In addition, 
a survey conducted by the Urban Libraries Council in 2000 confirmed that 
the Internet is not driving people away from libraries. More than three- 
fourths of the surveyed Internet users reported that they also use libraries. 
The study found that access to the subscription journals and databases in 
libraries keeps those users coming back. Crosby (2000) reported in the 
Occupational Outlook Quarterly that the number of librarian jobs is project- 
ed to grow about 5 percent between 1998and 2008. By 2008, librarians will 
hold 7,000 more positions than they did in 1998 (p. 9). 
The Ocmpcitio?znlOutlook Handbook (2000) describes the changes in the 
informatioil access profession: 
The traditional concept of a library is being redefined, from a place to 
access paper records or books, to one which also houses the most ad- 
vanced mediums, including CD-ROM, the Internet, virtual libraries, 
and remote access to a wide range of resources. Consequently, librari- 
ans are increasingly combining traditional duties with tasks in\.olving 
quickly changing technology. 
The Handbook specifically defines the need for reference librarians: 
Librarians in user services, such as reference and children’s librarians, 
work with the public to help them find the information they need. This 
involves analyzing users’ needs to determine what information is ap- 
propriate, and searching for, acquiring, and providing information. It 
also includes an instructional role, such as showing users how to access 
information. For example, librarians commonly help iisers navigate the 
Internet, showing them how, to most efficiently search for relrrant in- 
formation, 
Information technolocgy is an ever-changing field that has affected the 
reference and information culture of libraries. Libraries are in the midst 
of a phenomenal explosion of technological change that began during the 
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1990s.From high-speed Internet access to desktop hookups for laptops and 
computers to full-text electronic books, journals, documents, newspapers, 
and articles, technology offers multiple ways for today’s information user 
to retrieve, send, or receive information. The advent of the electronic li- 
brary, digital library, data warehouse, or virtual libraries, however they may 
be termed, has changed society’s thoughts on libraries in general. Librar- 
ies, such as the Library of Congress with the National Digital Library, pro- 
vide access to the library’s historical collections in schools and homes. Peek 
(1998) wrote in an essay on library buzzwords, “In a simpler time, we had 
no problem defining the term library. Libraries were a collection of infor- 
mation, usually databases called books, held in a specific location. The 
presumption is that this information was intended to be shared-perhaps 
not shared with the entire world, but available to a specific community” (p. 
36). In her definition of a digital library, Peek (1998) identified three sirn- 
ilarities between a physical and digital library: “Both own and control the 
information; Both provide access to information, not merely pointers to it; 
and Both must have a unified organizational structure so there are consis- 
tent points for accessing the data” (p. 36). Traditional print and virtual li- 
braries have a great deal in common. Crawford (1998),a selfdescribed “life- 
long technologist,” wrote that the future will include “both print and 
electronic communication. . . . Both linear text and hypertext. . . .Both me- 
diation by librarians and direct access. . . . Both collections and access. . . . 
The future means a library that is both edifice and interface.” 
During the “Library of Congress Institute on Reference Service in a 
Digital Age” participants grappled with the issues of delivery and quality of 
reference provision in digital environments. Over 130professionals repre- 
senting 25 statesplus foreign countries attended the Institute, which focused 
on how reference professionals can assist users in making the transition to 
digital libraries. During the keynote address, Nardi (1998) stated, 
The notion of the “keystone species” is taken from biological ecology 
and centers on the idea that some species are more critical to the func- 
tioning of the ecology than others, because of the special roles they play. 
. . .In the information society, librarians are a keystone species. With 
the advent of massive amounts of information available on the lnter- 
net, librarians are increasingly important. The Internet provides our 
clients with the same bewildering array of information sources they 
encounter in the library-only much worse! The intelligent search and 
filtering provided by human agents needs to be part and parcel of the 
electronic world. (p. 49) 
Issues addressed during the Institute included providing services to diverse 
users or clients, distance information services, and education. Delivering 
quality reference and information services in a print or digital environment 
will require a commitment to providing traditional and remote reference 
services to widely dispersed users and clients. Information technologies and 
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advanced teleconimunications such as Web-based chat and conferencing 
programs can provide these services. The role of the librarian has also 
changed, requiring a much higher level of interactivity. 
TRENDS AND INFORMATION EDUCATIONIN LIBRARY 	 SCIENC  
Cnrriciilurn changes have resulted from the dispersion of technology 
throughout the profession. These trends include a focus on the user of 
information, in whatever context 01- setting, and on the diversity of infor-
mation behaviors. Xde-institutionaliratioii of the focus of information ser- 
yices is also reflected in education for the inforination profession. The 
development of the “library without walls,” “the digital libraq,” or the “vir- 
tual librar-y” has dissolved the boundaries forproviding inforination in a 
physical facility or a limited area. 
The recent Kellogg-XLISE Information Professions and Education 
Reneival ( W I P E R )  projcct is the most extensive examination of library 
and information science education since the Williamson Report, published 
in 1923.The purpose of the KXI.IPERprOject was to analyze the nature and 
extent of major curricular change in 1JS education. In a sumniary of KAL-
IPER study findings made at the Annual Meeting of ALlSE in 2000, Dur- 
rance stated: 
The 12’illiarnson Report, credi tcd with ma$or changes in education of 
librarians including the devclopmcnt of the first standards for library 
education, \fits quite negative ahout the state of library education at the 
beginning of the 20th Century. On thc other hand, thc KALIPERSchol-
ars have found a 1-ihrant, dynamic, changing field which is under-tak- 
ing an array or initiatives a$seen iii the large number of schools exam- 
ined by the KALIPER Scholars. 
Researchers reported a number of trends that are shaping LIS programs 
in the Executive Summary of the KALIPER research (2000). 
1. In addition to libraries as institutions and library-specific operations, LIS 
curriculum is addressing broad-based information environments and 
information problems. 
2. 	While LIS curriculum continues to incorporate perspectives from oth- 
er disciplines, a unique core has taken shape that is predominantly user- 
centered. 
3. 	LIS schools are increasing their investment and infusion of information 
technolwq into their curricula. 
4. 	LIS schools are offering students greater flexibility in tailoring their 
programs around specific areas of interest. 
5. 	LIS schools are offering instruction in different formats to provide stu- 
dents with more flexibility. 
6. 	LIS schools are expanding their programs by offering related degrees 
at the undergraduate, master’s, and doctoral levels. 
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The implication is that curricula of graduate programs must be construct- 
ed to equip graduate professionals with the knowledge, skills, and tech- 
niques to acquire, organize, and disseminate information according to the 
new demands. 
When Melvil Dewey opened the first library school at Columbia Uni- 
versity in 1887,the core curriculum was designed to provide students with 
a set of professional skills to assist users in a particular institutional envi- 
ronment. As Wiegand (2000) wrote in a White Paper for the Congress of 
Professional Education of the American Library Association, 
For more than a century now, information handling has constituted our 
unique professional responsibility, and teaching efficient ways to ac- 
quire, organize, preserve and circulate certain approved and legitimat- 
ed kinds of information, no matter their textual format, has constitut- 
ed the content of LIS’score curriculum. That is what was taught in 188’7; 
with minor modifications to accommodate newer information technol- 
ogies, that is what is taught in 1999,and in the intervening 112 years 
billions of people have benefited from the professional practice ground- 
ed on this core. 
According to the International Federation of Library Associations (IFLA) 
Standards for Library Schools, the core curriculum consists of the fundamen- 
tal subjects that all students should master first. The traditional core curric- 
ulum for the master’s degree in library and information science included 
book selection, cataloging and classification, reference work, administration 
and management of libraries, history of books and libraries, research meth- 
ods, and libraries in society (including communication). This core was con- 
stant in all schools for the first half-century of US.  library education. 
The introduction and use of computer technology has expanded the 
knowledge base for library and information science. Marco (1994) iden- 
tified two factors that greatly diversified and deemphasized this core base 
of knowledge (p. 176). The first factor was the introduction of technology 
itself into the curriculum: students must use technology to solve informa- 
tion problems. The second factor was the emphasis on specialization in li- 
brary practice and the introduction of elective courses. The diverse range 
of professional opportunities has expanded the knowledge and skills that 
graduates must possess. 
The KALIPERresearchers stated in the Executive Summary (2000) “the 
importance of consolidating the LIS core and clearly delineating what 
makes LIS distinct-as a knowledge domain-from other disciplines.” The 
researchers found that most schools emphasize a user-centered perspective, 
and that core curriculum revisions by LIS programs incorporated instruc- 
tion in information-seeking from the cognitive level to the role of informa- 
tion in society. These factors are and must remain included in the curricu- 
lum of reference or information access courses at graduate institutions. The 
researchers concluded that the focus on users makes library and informa- 
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tion science distinct from other fields that play a role in the creation, orga- 
nization, management, accession, and dissemination of information. In 
other words, graduate programs must prepare information professionals 
to have a client-centered perspective-to be able to design or adapt infor- 
mation products and sei7ices that are responsive to user needs, rather than 
trying to adapt users to the services. 
Barron and Blessiiiger (2000) reported that the size of the core curric- 
ulum for schools ranges from six to 48 hours of courses in master’s programs 
on the semester system and from 24 to 32 hours for those on the quarter 
system. The average among schools on the semester system is 19 hours. My 
recent analysis of the core curriculum for all library schools found that the 
majority of schools still require a reference course. Marco (1994) found that 
reference was one of only two courses from the traditional core curriculum 
required by most accredited U S .  schools (p. 183). My examination of the 
core requirements in 2000 found that 45 of the AM-accredited schools 
required a course covering the knowledge and skills associated with refer- 
ence services or inforination access provision. 
PREPARATION 	 ACCESSOF REFERENCEAND INFORMATION 
PROFESSIONALS 
Historically, reference professioiials have played an important role in the 
transfer of knowledge and ideas by providing people with access to the in- 
formation they need and want. Among the major functions in librarianship- 
collecting materials for a particular constituency, organizing those materi- 
als on the shelves and creating public records, circulating materials, and 
assisting users to retrieve materials and information-reference senice was 
the last to develop, in the late 1800s. Green (1876) outlined the four gener- 
al responsibilities of reference librarians as instruction, satisfylng inquiries, 
collection development, and public relations and library promotion (pp. 78-
79). Over the years these roles have changed only in the methods and tech- 
niques used to meet them. Mardikian and Kesselman (1995) identified five 
“rationales that have changed reference and information services”: 
1. Increasing access to resources beyond the library (networked resources 
including the Internet), 
2. 	 Lack of geographic constraints for users (“users may no longer need to 
come to the library to obtain information”), 
3. 	The need to differentiate services to different populations of users (i.e., 
inside an organization and outside an organization) in the face of shrink- 
ing budgets, 
4. 	Increases in complexity of information resources and the need for spe- 
cialized knowledge, and 
5. New options (primarily in staffing) for answering reference questions 
(pp. 22-25). 
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All of these rationales demonstrate the changes in the role of reference 
librarians. Sutton (1996) defined a four-part typology of the expansion of 
reference collections from a paper-based, traditional library to a digital li- 
brary: 
1. Traditional. A specific place with a finite collection of tangible informa- 
tion bearing primary entities like books and journals. 
2. 	 Automated. A mix of paper and digital reference resources and meta- 
information that point to non-digital media. 
3. 	Hybrid. Typified by the use of both print and digital meta-information 
sources and the coexistence of both digital and paper primary resources. 
This type of library allows for the first time remote access to “some sub-
set of the library’s digital collection or to digital resources.” 
4. 	Digital. The library as a logical entity. The library without walls-it does 
not collect tangible information bearing entities, but instead provides 
mediated, geographically unconstrained access to distributed, net- 
worked digital information. (p. 132) 
Most libraries and information centers are in the third level of the typolo- 
gy, offering a hybrid of digital and traditional print resources in their col- 
lections. 
The Internet Web-based access to information has decisively influenced 
and changed almost every area of reference work, including reference in- 
teractions and the availability and accessibility of information for the gen- 
eral user. Wilson (2000) noted that “the continuing viability of reference 
librarians now depends on: (1)how reference librarians and users mutu- 
ally adapt as librarians affirm a role as providers of assistance on accessing 
information and (2) how to clarify in users’ minds an awareness of their 
information needs” (p.390). 
The changes in collections and accessible resources have altered the 
type and level of information service provided by most institutions. In the 
past, reference professionals wanted to provide accurate answers to users. 
With the added networked information resources, that goal has expanded 
to include facilitating the development of self-reliant customers through a 
basic level of user instruction. The place of reference is moving and chang- 
ing from the traditional reference desk to every workstation that now has 
access to reference tools. Web-based technology allows end users to access 
information directly. Much of this information, once restricted to use only 
in the library, is now often available from remote locations twenty-four hours 
a day. Interactions with information professionals have expanded from tra- 
ditional face-to-face encounters at the reference desk to electronic mail, 
information literacy education, and Web-based instruction. The entire ref- 
erence transaction, from specifjmg the user’s needs to information deliv- 
ery from the library collection, can be accomplished via the Internet. 
During an evaluation of the core curriculum at the University of North 
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Texas, the faculty discovered that no course has changed more in response 
to the professional trends than had the reference and information access 
course. This course has been affected by cultural and technological changes, 
including virtual information access, a greater focus on the diversity of us- 
ers, the unique information needs of users in whatever setting, and the di- 
versity of users’ information behaviors. The Kellogg-ALISE W I P E R  (2000) 
researchers concluded that “Information technology underlies all aspects of 
the curriculum. The programs bear the responsibility for keeping their stu- 
dents on the cutting edge of existing and new technologies as they become 
available.” The researchers specifically pinpointed the importance of students 
learning to access knowledge across all formats-print and electronic. 
Greater access to the Internet and Web-based resources has also devel- 
oped the need for more technological knowledge, a better understanding 
of cognitive skills, and better communication skills. The course of gradu-
ate studv must include much more than “how to select, evaluate, use the 
reference tools.” The curriculum must develop graduates who demonstrate 
excellent analytical, organizational, and oral and written communicative 
skills. Courses must be adapted to educate librarians to use new technolo- 
gy resources. 
DESIGNOF REFERENCEAND INFORMATIONACCESSCOURSES 
Most courses can be divided into two parts representing the work of 
the reference librarian: information services and information resources. In 
response to technological changes in information and the reconceptualiz- 
ing of the context and role of reference services, courses have changed in 
graduate programs. Wilson (2000) identified three components of refer- 
ence services that must be addressed: 
1. Training users to access and evaluate information sources. (The ability 
to access and evaluate the validity of information sources is a key element 
in developing information literacy.) 
2. 	The “invisible function” of reference librarians grounded in the fact that 
many users are not clearly aware of their initial information needs. 
3. 	Service that provides users with information about information (meta- 
data) as well as factual information from the ready reference sources. 
(pp. 389-390) 
The course at the University of North Texas addresses the issues conceptu- 
alized by Wilson in a course divided into two parts. The first half addresses 
the information services of reference, focusing on the development, man- 
agement, and rendering of the variety of information services and assistance 
to user populations. The curriculum includes an examination of the episte- 
mological foundations of information use. The course discusses principles 
and techniques of information retrieval and access services, information- 
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seeking behavior, user interaction and systems of access, search and retriev- 
al, communication and reference interviewing, instruction and intermedi- 
ary services, personnel and management issues, copynght and licensing, and 
the development of digital libraries. Because of changes in the culture of 
reference services, topics such as the philosophy of reference service, refer- 
ence interviewing and communication, instruction and training, and infor- 
mation sources must be addressed differently in the curriculum. 
Philosophy of Service 
Because of the changing reference culture, it is important for students 
to examine its philosophy and epistemological bases. This section of the 
reference curriculum looks at more than just the day-to-day practice of a 
reference librarian, examining also the underlying assumptions of the pro- 
cedures librarians use. Radford and Budd (1997)wrote, “library institutions 
and the people who work within and use them are operating within episte- 
mological frameworks or normative systems that enable people to under- 
stand what the library is, what it does, and how one behaves within its sys- 
tems” (p. 316). As the role of the reference librarian in the information 
culture continues to evolve, it is crucial for these issues to be discussed in 
the course. 
Service,a fundamental principle of reference work, is becoming more 
important. Stieg (1990) defines service as a “contribution to the wealth of 
others, as useful labor that does not necessarily produce a tangible com- 
modity, and as a facility supplying a public demand” (p. 46). Technologi-
cal advancements have gwen individual information users greater access to 
information sources and a higher expectation of information service. The 
sheer quantity of materials is daunting. New information resources often 
require librarians or information professionals to stay abreast of database 
changes in order to offer the optimum service expected by sophisticated 
and many times autonomous clients. 
The Information Intermediary and Refience Communication 
Greater accessibility to information, made possible by Web-based da- 
tabases and information resources, virtual databases, and other resources, 
make it imperative that users have access to experiences and assistance that 
encourage critical evaluation. Reference professionals are becoming more 
essential to the information society. As users have become more computer 
savvy and systems easier to use, some librarians predicted that reference 
services such as interviewing and instruction would not be needed. On the 
contrary, the role of “information intermediary” or “information mediary” 
is more crucial. Wiegand (2000) wrote, “Dewey looked upon librarians as 
information handlers. Librarians were supposed to function as intermedi-
aries between groups of people and the objects of cultural and intellectual 
authority to which some members of these groups wished access.” 
254 LIBRARY TRENDS/FAI,L 2001 
Reference service still consists of personal assistance to users, but there 
is much more emphasis on teaching and guiding users in their own pur- 
suit of information. Tenopir (1995)concluded, “Instruction with electronic 
resources is not so much a problem, but an opportunity to reach more stu- 
dents, faculty, and other users than ever before” (p. 1). Nardi (1999) used 
the term “information therapy” to describe the reference interview process 
(p. 80).Communication skills have always been considered essential for 
good reference and information services. Interpersonal relations are even 
more essential in an automated environment where some users are afraid 
of the information tools and other users are remote. Good communication 
with users in the reference interview, whether done in person, on the tele- 
phone, through electronic mail, or via two-way video is more important in 
today’s library and information environnients. Providing these intermedi- 
ary sewices without the visual cues or body language indicators available 
through in-person assistance is more difficult and requires the development 
of other abilities and skills to gauge the users’ response to questions and 
ultimately their information need. These new skills are taught in courses 
so graduates will be able to balance digital environments and meet user 
expectations for accurate information. 
Instructional and Training Rob 
While the kinds of‘people seeking reference assistance have changed 
as users have become more sophisticated and independent, there is now a 
greater need for user instruction. Surprenant and Perry-Holmes (1985),in 
discussing the future and evolution of reference service, accurately predict- 
ed that “education may gain equal status with the provision of information 
as a prime reference function. Education librarians will assume responsi- 
bility for assisting the general public in understanding technologies and 
procedures to access information” (p. 235). Graduates must know what 
constitutes information literacy and critical thinking skills. They must un- 
derstand learning and motivation theories and know about and use differ- 
ent instructional techniques. Reference and information access courses 
must prepare students to perform an intermediary role in classroom set- 
tings, one on one, at the point of use, through published instructional tools, 
Web sites, or other materials, and through remote instruction. There is also 
a social responsibility for reference professionals to develop education skills 
during their graduate programs. Pfaffenberger (1990)wrote of the moral 
and ethical responsibility of reference professionals to provide training, 
“The assertion that electronic databases contain information or knowledge 
is philosophically and linguistically incoherent unless the user of the infor- 
mation is capable of decoding the text that the databases contain. . . . Da-
tabases cannot be said to represent avaluable social resource in the absence 
of skilled decoders” (p. 55). 
Because the development of instructional tools to support user- 
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centered service is crucial, graduates must also learn technical writing skills 
to create tools that will truly assist all users. Earlier studies testing students’ 
comprehension of terminology used in instructions and guides found that 
many of the terms routinely used have no meaning to users. Massey-Burzio 
(1991)correctly predicted that “methods of library instruction will undoubt- 
edly continue to evolve, and will likely place additional demands on our oral 
communications skills. . . . In addition to verbal skill, writing skills are also 
needed since a considerable part of a reference librarian’s life is spent pre- 
paring brochures, pathfinders, flyers, point-of-use instruction guides, arti- 
cles . . . and other written communication” (p.73). 
Another important change is in the role of the reference librarian. As 
the intermediary role has become more important, it has become more 
proactive. More reference professionals are taking on work such as infor- 
mation analysis, consolidation, and repackaging. 
Teaching the Diverse Formats of Information Resources 
The second half of the class looks at information access by addressing 
the examination, analysis, evaluation, selection, and use of diverse informa- 
tion resources. Reference collections now include print resources as well 
as subscriptions to databases, indexes, encyclopedias, and other commer- 
cial materials accessible on Web-based platforms. In an interview for Library 
Journalon the changes in reference tools, Kate Wittenberg, Director of the 
Electronic Publishing Initiative at Columbia University, commented that 
combinations of “gray literature, journal content, book content, and online- 
only information-are not ‘officially reference.’ . . . They are seen that way 
by a lot of librarians; one librarian recently told me the future of online 
reference is these aggregations. . . .Depending on how broadly you stretch 
the definition, I see this as one model of reference” (Bryant, 2000, p. 9). 
Even as many standard reference tools are moving to the Web and Inter- 
net reference materials are being created, certain essential reference sourc- 
es will not be reconfigured. Hopkins (1991) stated that all professionals 
“need to have a firm grasp and understanding of a basic corpus of refer- 
ence materials. . . .A set of routines, involving a knowledge of the reference 
interview, search strategies, and reference sources, must be stored in the 
memory in order to allow the reference worker to respond to reference 
questions in both an effective and an efficient manner” (p. 78). With the 
digitization of many reference sources, education for reference profession- 
als still must include development of skill using standard print sources. 
The Impact of Distance Learning Technology on Reference Education 
The widespread use of interactive videoconferencing and the Web have 
made feasible many new forms of collaborative distance learning activities. 
In the last decade, distance education has done much to improve the de- 
livery of master’s programs to under-served areas. Results of the Library and 
Information Science Students Attitudes, Demographics, and Aspiration 
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Survey (I,ISSADA), research by Heim and Moen, told educators that the 
majority of students attend programs in their own states. These data 
confirmed the need for offering graduate programs at other locations and 
in diverse formats. Distance and electronic courses remove the geograph- 
ic boundaries of information science education. 
According to the ilLISE Statistical Report (2000), 76 percent of the re- 
sponding accredited schools offered one or more courses away from the 
home campus during the 1997-98 academic year. Forty-four schools report- 
ed 489 courses taught as distance education, with an average of 11courses 
per school. Saye (2000) observed, in the ALISE Statistical Report, that 43 
of the 50 responding schools had off-campus enrollment. Total full-time off-
campus enrolhnent for all schools was 1680.5 students for the Fall 1999 
semester, for a mean enrollment of 43.1 full-time students. Responding 
schools indicated a number of ways in which they offered distance educa- 
tion courses away from the home campuses, including at distant sites, via 
Internet delivery of Web-based courses, via closed-circuit two-way interac- 
tire audio/video conferencing or compressed video, or via television. 
Most AM-accredited programs offer the reference or information ac- 
cess course as both a face-to-face course and using distance-learning tech- 
nology. In an analysis of the Spring arid Fall 2000 course schedules for the 
accredited graduate programs, 25 schools only offered the reference and 
information access class on campus, while 22 offered the course either way. 
Seventeen schools offered both an on-campus and a distance section of the 
reference course during the same semester. Only one school offered the 
reference arid information access course only through distance learning. 
As distance-education technologies have developed, pedagogical ap- 
proaches are being discussed by educators. Muirhead (2000) described four 
competencies necessary for success in these classes: computer skills, litera- 
cy/discussion skills, time-management skills, and interactive skills. Partici- 
pating in distance-education courses does include a learning curve related 
to the student’s ability to master a computer-mediated system. Many edu- 
cators wonder whether the online format provides adequate opportunities 
for the dialogue and social interaction that are vital elements in the learn- 
ing process. Web-based course-management software, such as Blackboard 
and WebCT, provide the mechanism for individual or group communica- 
tion between students and faculty. Students interact with their course ma- 
terials through reading their textbooks and required readings and work- 
ing on collaborative exercises. Students can communicate with teachers and 
receive immediate feedback online. This communication can be immedi- 
ate (via chat sessions or a phone call) or delayed (through a discussion 
forum or email). Seminars and workshops can also be conducted without 
the physical limitations of the classroom. With computerized technology, 
guest speakers can interact with students from different geographical lo- 
cations, even different nations. 
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At the University of North Texas, distance-learning courses serve stu- 
dents in urban areas and remote parts of the state through face-to-face off- 
campus courses, televised, live-interactive videoconference courses, and 
online Web-based delivery. The School of Library and Information Scienc- 
es has been a pioneer in offering distance-learning opportunities. A goal 
of the School is to aggressively expand graduate educational opportunities 
for two populations: those in the many remote Texas cities and counties 
where library staffs are otherwise unable to continue their formal educa- 
tion, and those others across the country who are geographically isolated 
from access to a site-based library and information science program. The 
Center for Distributed Learning provides support services for the distance- 
learning infrastructure and manages the WebCT Internet-based-course 
management software. 
The School of Library and Information Sciences participates in distance 
learning via three pedagogical methods: face-to-face off-campus courses, 
live-interactive videoconferencing, and through the Internet. Full-time fac- 
ulty members traveled to teach students in Houston and Lubbock for a 
number of years. Since 1998, the School has used distributed interactive 
videoconferencing to offer courses in other locations, including Dallas (at 
a second campus), Texarkana, Wichita Falls, Abilene, Edinburgh, Corpus 
Christi, and Tyler as well as Minneapolis and St. Cloud, Minnesota. This 
distance-education technique enables the School to offer these courses on 
campus and at the distance sites simultaneously, with live lectures delivered 
via interactive videoconferencing to two to five sites. 
The SLIS faculty set as a goal the offering of the complete master’s 
degree program over the Internet by Summer 2001. To achieve that goal, 
the faculty committed to develop new courses and convert much of the 
school’s curriculum to Web-based delivery formats. The SLIS curriculum 
requires nine hours of core courses, including a course addressing refer- 
ence and information access. SLIS 5600 (Introduction to Information Ac- 
cess and Retrieval) is a four-credit required course. It is also offered as a 
required course for undergraduate students matriculating through the 
Information Science and Legal Information Management programs. The 
first reengineering of the core curriculum for distance learning was fund- 
ed by a university grant in 1998. Since the successful reconfiguration of the 
class, it has been distributed to the nine above-mentioned sites in Texas and 
two cities in Minnesota using learning technology supported by Web-based 
course material and communications systems. 
Currently the course is organized into modules for each topic. The 
subject content and exercises provide an academic foundation for mean- 
ingful dialogue within the class. Instructional materials and resources are 
published on the Internet through WebCT the digital classroom Internet 
site is password protected. The site includes information about the learn- 
ing objectives, required readings, a glossary of terms, collaborative learn- 
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ing activities, assignments, projects, lectures, downloadable PowerPoint 
lecture-note slides, and hypertext links to databases and other reference 
sites on the Internet. The students in each class are divided into teams to 
work together throughout the semester on all collaborative assignments. 
The cooperative work projects provide a framework within which students 
develop peer relationships. The availability of course materials on the In- 
ternet allows student3 to access learning modules, laboratory exercises, and 
assignments at their own desktops. Offering the reference course using this 
technology gives students experience in using distance-education tech- 
niques-experience they will be able to utilize in their professional work. 
One of the most exciting uses of the distributed technology is the ability to 
present select guest lecturers, industry professionals and representatives of 
database vendors and publishers, to the class. 
The W’ebCT e-mail communications system is used for collaborative 
activities such as conferring with professors, working and communicating 
with other students on team projects, and submitting assignments. The 
professor, a doctoral-student teaching assistant, and master’s-student teach- 
ing assistants are always available to answer questions. Instructional support 
assists the graduate students who have diverse learning and cognitive styles, 
educational needs, and varying abilities to perform as self-directed learn- 
ers. The university libraries at each course site have supported the course 
by setting up policies for access for enrolled students. Negotiated policies 
include agreements for interlibrary loan, circulation, availability of reserved 
resources, and computer laboratory access. 
The effort to prepare this course for delivery primarily on the Web 
required changes in design, distribution of course content, and teaching 
methodology, including employing interactive and multimedia techniques 
to support individual student and group participation during the learning 
process. The conversion included development and digitizing of multi- 
media lectures and presentations, learning modules, online assignments 
and information resource Web sites; WebCT programming and testing; and 
implementation. The course was taught in an institute format during Sum- 
mer 2001 on the University of North Texas campus in Denton and remote- 
ly during the Fall 2001 semester on the University of Minnesota campus in 
Minneapolis with 80 percent Web-based delivery and 20 percent face-to-face 
delivery (approximately 40 contact hours). The substantive course content 
delivered in 14 topical lecture units was distributed into 18 instructional 
units or learning modules for Web-based delivery. Each instructional unit 
included digitized assigned core readings; exercises; supporting topical 
outlines, explanations, and definitions; and student-teacher collaborative 
conferencing, group discussions, and interactive role-playing exercises. The 
units also include detailed guides for computer laboratory experiences, 
information searching, and resource evaluation exercises. The collabora- 
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tive assignments will be organized according to the topic being studied and 
discussed during the learning modules. 
The success of a course lies in its design and pedagogical model. Two 
lessons have been learned from teaching this course using the distance 
learning technologies: 
Collaborative assignments and activities must be an integral part of the 
course framework. These assignments encourage students to commu- 
nicate and to work with distant partners in order to complete the course 
work and to construct new knowledge. These exercises should be devel- 
oped to construct meaningful learning. 
Group or team composition should be equitably determined with care 
to ensure interaction between campus-based and distant students. 
Graduate Assistantships 
In a survey of the reference departments of the libraries of institutions 
with ALA-accredited programs, Womack and Rupp-Serrano (2000) found 
that 64 percent employed graduate assistants (p. 121).Of these institutions, 
87 percent employed students only from the graduate program in library 
and information science. Many assistants go on to work in professional 
positions in reference departments. To support the reference and informa- 
tion access curriculum, the University Libraries of the University of North 
Texas offer graduate library assistantships for students in the master’s pro- 
gram. These opportunities allow students to acquire valuable training, pre- 
professional experience, salary, and benefits such as in-state tuition. Grad- 
uate assistants provide reference assistance supporting the professional staff 
and handle routine questions. They also conduct bibliographic instruction 
sessions and library tours, as well as developing print and digital training 
materials. The library is able to take advantage of the students’ development 
of technological skills as they complete courses such as advanced database 
searching, Web authoring, document digitization, and database building. 
In addition to staffing the traditional reference desk, the assistants also 
contribute to other access services of the University, including work on the 
library’s Web and database maintenance team and on a document digiti- 
zation project. Graduate library assistants also work as “virtual reference 
assistants” for students taking distance learning and Web-based classes. 
Continuing Education 
How competent is the new graduate six months after completion of the 
master’s program? Five years after? Ten years? The one fact that educators 
and professionals must accept is that continuing education is essential to 
maintaining competence and competitiveness. Administrations are pour- 
ing millions into library and information technology to better connect us- 
ers to information resources. Librarians must know how to utilize all infor- 
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mation tools and continue to create innovative information services using 
these new technologies. Each professional must make a lifelong commit- 
ment to continuous development and education, because the goal of com- 
petence is a moving target. 
Partnerships should be forged between employers, graduate schools, 
professional associations, and professionals. Employers must demonstrate 
and provide support for employees through articulated policies and pro- 
grams for development and job training, released time, and financial sup- 
port. Graduate school participation in this ongoing professional develop- 
ment is crucial. In addition to providing students with the basic 
competencies from a core curriculum and specialized knowledge through 
elective courses, a program must also instill in its graduates an understand- 
ing and acceptance of a responsibility for continuous learning. This is done 
through curricular efforts and through the demonstration of professional 
behavioi-, such as encouraging participation in professional associations. 
Distance learning technoIo<gy allows professionals to pursue continuing 
education and to expand their knowledge base by participating in cours- 
es, degree programs, conferences, or workshops addressing the latest issues 
that connect them to colleagues throughout the country and abroad. 
Through these new mu1tiinedia educational offerings, continuing educa- 
tion can be pursued through dialogue with fellow professionals in a low- 
cost and convenient manner. 
CONCLUSION 
Today’s courses must prepare graduates to provide information with a 
combination of technological competence, traditional knowledge of infor-
mation resources, and re-calibrated (but traditional information) services 
with a client centered perspective. As Nofsinger (1999) wrote, “In order to 
cope with rapid technological and societal changes, reference librarians 
need excellent communication skills, a strong public services orientation, 
and extensive training and retraining. Knowledge, skills, and attitudes must 
be constantly updated as users make more complex and sophisticated ref- 
erence requests than in the past, while demanding a higher level of service, 
accountability, and competence” (p. 17). 
Through the curriculum in graduate schools, reference and informa- 
tion access professionals must he prepared to adjust to the different levels 
of user experience and sophistication. to adapt to various roles as provid- 
ers of assistance on accessing information, and to assist users to clarify their 
information needs in physical or virtual environments. Graduates must be 
prepared to implement and design services with an understanding of cog- 
nitive styles and their effect on the information-seeking behavior of users. 
Information providers must understand and consider the contextual set- 
ting in which people seek, use, and create information. In addition, infor- 
mation professionals must provide information services and products to 
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increasingly culturally diverse populations. Drucker predicted that the most 
important profession in the next century would be knowledge workers. 
White’s (1999)view on Drucker’s prediction specifically addressed the need 
for reference librarians, stating, “The most competent ones are likely to be 
reference librarians using sophisticated hardware and software, tools which 
the end user does not know how to use (p. 277). With distance learning 
technology, these courses can be reconfigured to meet the educational goals 
and needs of on-campus and off-campus students. 
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Long Live Old Reference Services and 
New Technologies 
BILLKATZ 
ABSTRACT 
REFERENCELIBRARIANS MUST TAKE THE LEAD in the new era of infor- 
mation. It is not enough to follow traditional patterns of service. Reference 
services technology has passed its first stage of insuring more accurate, rapid 
delivery of information. The second revolution, which is underway, will 
improve on both acquisition and retrieval of data. It is necessary to fit new 
technologies into traditional reference service goals. The human should be 
given first priority. A new approach to many methods of service is required. 
LONG LIVE OLDREFERENCE ANDSERVICES 
NEWTECHNOLOGIES 
The appropriate advice to offer any reference librarian about time 
present and time future can be summarized briefly. First, have faith in your- 
self and the therapy of humor-although, as Dr. Johnson observed, when 
you reach seventy-seven it is time to be earnest. Second, analyze all the banal 
oral, twisted print, and rapid digital advice about how to enhance reference 
services. This will end in irksome boredom, but it is excellent brain exer- 
cise. Third, hold tightly to present practices until someone actually dem- 
onstrates the new technology works and will make life effortless. Fourth, 
don’t assume someone over thirty can’t learn anything. And if under thir- 
ty, don’t dismiss the elderly librarian as a friend of the original library com- 
mander Dewey. Fifth, after a frustrating day, never quit. Take a cold bath. 
There is much more to be said, but anyone sick of gratuitous guid- 
ance should return to Proust, a bit of madeline and a cup of tea. Others 
may proceed to a few additional palpable thoughts about the fairest sec- 
tion in the library. 
Bill Katz, Professor Emeritus, School of Information Science and Policy, State University of 
NewYork at Albany, Albany, NY 12222 
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The reference library of today is a technological utopia, a democratic 
cultural oasis for idiots and intellectiials. In a land where more citizens know 
the lyrics ofa commercial than those of the national anthem, the reference 
section is of inestimable value for seeking trivial bits of information. At the 
same time, the mentally engaged may turn from the frivolous to spend years 
researching the life of Francis Scott Key. 
The democratic nature of reference work is well known, and it is pre- 
sumptuous to labor the obvious. Not so clear is the character of technolo- 
,gy and its prodigious effect on the changing role of reference services. The 
reference librarian is now an information specialist whose position advances 
in esteem as gradually as his or her salary. In the private sector online im- 
presarios have cranked up lucrative (if not always useful) reference sites. 
The intellectual problem is how to balance the best of the new technolo- 
gies with the daily, human needs of individuals. The primary argument is 
simple enough: Reference librarians should not follow the parade down the 
information highway: instead they should be in the lead. They must com- 
mand the technological innovations to help rather than frustrate and con- 
fuse the public. 
There are numerous ways of moving from behind to ahead. Most librar- 
ians are well aware of the possibilities, few of which are revolutionary. All 
make practical sense. Some libraries now have taken a commanding posi- 
tion in the community. Others are modiQing present services to improve 
public use. The 2001 budget of the New York Public Library devotes an 
additional $1 0 million to books and to extending hours for library servic- 
es. The Alabama Virtual Library gives all state residents free online refer- 
ence access to soiirces from indexes to directories. Users may seek the in- 
formation in library, home office, or wherever they have computer access. 
California’s tcvo largest digital libraries-the California Digital Library and 
the Library of California-are in step with Alabama by offering statewide 
online reference service 24 hours a day, 7 days a week. And at the State 
University of NewYork at Albany, as in most larger academic libraries, com- 
puter clericals (rather than librarians) handle the day by day queries about 
how a computer functions. Even a cursory glance at library literature dem- 
onstrates the imaginative pioneering ideas of working reference librarians. 
Cheering on the troops is easy enough. Not so easy is simply trying to 
keep up. Although Watson-Boone (2000) confines her study to academic 
librarians and their insistent involvement with research, reference librari- 
ans in any type of library would agree that, “In an information-driven world, 
keeping abreast of new information and knowledge, as well as of procedures 
for handling them, is part of living and working” (p. 86).Fail to move with 
the times and what happens? Disaster, in the view of some. Campbell (2000) 
wonders whether it’s too late for reference services to survive: “I honestly 
do not know. What I do know is that if they are to survive, you will have to 
transform them for the new age and prove their value” (p. 227). 
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Bosh. Reference services will not only survive, they will flourish long 
after today’s technology is obsolete. 
Harmon (2000) notes that “dozens of companies have announced 
plans to flood the world with hand-held devices including various mutations 
of cell phones, MP3 music players, digital cameras, e-mail pagers, Web 
browsers and geopositioning systems” (p. WK6). Then along comes 
ebrary.com, which promises to replace photocopying by printing out on- 
line at a modest cost (around 15 cents per page) most periodical articles 
or parts of books. Will it work? Like scores of other new technologies, it 
depends on numerous variables, but for the time being it is worth investi- 
gation by reference librarians, 
The difficulty is to keep up with almost daily technological advances. 
In the race, the librarian may forget the traditional role of reference ser- 
vices, not to mention previous peaceful days. Carol Tenopir, the articulate 
reporter of advances of online reference developments, from time to time 
draws back to thoughtfully examine the role of the new technologies in li- 
braries. Her conviction, as a librarian working day to day with readers, is 
that “many of the major goals of librarianship and library services are fun- 
damental and change little over time” (2000, p. 30). She has her own list 
of “fundamentals” including the pledge honored by all reference librari- 
ans, “to provide access to the right information at the right time. Given the 
tremendous increase in the amount of information published, coupled with 
the increased costs of materials, this goal poses new challenges” (p. 30). 
TIMEPRESENT 
In the past decade there is no question the new technologies delivered 
an impressive number of options to provide access to the right information 
at the right time. A full-text database lashed to a nioderately refined online 
index can cut the time required to find a citation about rabbits or the 
meaning of life into seconds rather than hours, days, or a lifetime. One can 
search information from the world around. It’s possible to find in a moment 
or two a list of books by X or Y author from the Library of Congress; not 
too many years ago one had to take a train to Washington to find the same 
data. Library use of technology has an impressive record. What library would 
willingly give up e-mail, the miracle of the Web, or the increasing number 
of online reference works? 
The promises of online reference services are being fulfilled. Janes, 
Carter and Memmott (1999) report that, of 150 academic libraries, 9’7 per- 
cent have Web sites and 45 percent offer digital reference services. Despite 
the cost of the new technology, “News of theyear” (1999) notes that: “nearly 
7 out of 10 librarians report not having to cut back in other areas in order 
to handle increased technology costs. Of the 25 percent who did have to 
cut back, the majority cut their materials budget” (p. 5). Gullberg (2000) 
breaks down the way money is spent in academic libraries. Most of the 
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budget goes for “journals (50%)with only about 32% . . . spent on the good 
ole book. . . . That makes 82% spent on print. The rest of the money goes 
to online resources (6%),gateways ( 5 % ) , CD-ROMs (2%) and other ( 5 % )  
. . . only 28% of librarians have bonght e-books” (p. 24). Similar figures for 
other types of libraries indicate the percentages are equally impressive, 
particularly as the number of electronic libraries increases each year. 
Too MUCHINFORMATION 
Leadership consists in making decisions others are reluctant to consid- 
er. Reference librarians can take (and, in fact, have taken) in many librar- 
ies the first step by offering various levels of information to users. This is 
true particiilarly for those who rely on the Internet and a billion or so pag-
es of information. Given access eventually to every word written, printed 
or, yes, spoken, how many people are going to tune in to such services, 
online or not? In his classic story, “The Library of Babel” Jorge Luis Borges 
(1962) describes the library where all information is stored. The dream 
turns into a nightmare: the library is so large that people are unable to find 
answers. The Web is the Babel library in the making. There is one ultimate 
solution. Critics boast that the worst movie of the century, Bnttlefield Earth, 
based on an L. Ron Hubbard potboiler, solves the Babel-Web problem. A 
machine will beam the wisdom of the ages into the head of any interested 
person. Blink an eye and the information of the ages is available. Until then, 
most people will have to rely on reference librarians. 
The understandable second thought about the joys of endless streams 
of information is evident in numerous books. Jeremy Rifkin (2000), from 
the Wharton School’s Executive Education Program, argues that the com- 
puter has turned consumers into ciphers whose very lives are wired. The 
ultimate losers are the individual and the open society. The winners will be 
the few corporations that control information and entertainment, as well 
as people who are adjusted to a wired society where being disconnected is 
close to death. Groups such as The Turning Point Project (2000) are fight- 
ing this kind of progress and logically oppose putting computers ahead of 
teachers and librarians. Stewart Brand (2000),an early advocate of placing 
humanism ahead of technology, asks the rhetorical question: “Istechnolo-
gy moving too Fast?” 
None of this matters. The rapid journey into the future will not be 
stopped. Some may get off the information highway, but none can prevent 
it from crisscrossing the globe. The real test is how to harness the new 
machines to benefit, rather than injure, individuals and society. Reference 
librarians are doing their bit. 
Sometimes less is best, particularly when seeking an answer to the aver- 
age query. The notion that the reference library should give users undiffer- 
entiated access to a vast number of reference works, both on and offline, is 
an error. Well, at least for about 95 to 99 percent of the people who approach 
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the reference section. The 1to 5 percent of researchers delving into a com- 
plex business, scientific, or academic problem do require an open highway 
to as much data as they possibly may employ in their work. Others, from the 
ubiquitous student, social security maven orjust plain John or Mary Q.Pub-
lic, are looking for a simple, direct answer to a usually far from intellectual- 
ly challenging problem. This means digging about for two or three citations. 
Parents, too, often seek articles or a short (very short) book that will get their 
child through one grade to another and on to Harvard. 
The paradox is evident. Less is best when less is equated with judiciously 
selected resources for the ubiquitous average reference-services user. Con- 
versely, where needed, the information of the ages should be available in 
the same library. It is a matter of matching the basic question with the ba- 
sic source. 
Like all major vendors and most of the search engines, DIALOG fol-
lows the “less is best” pattern. The DIALOG solution is to divide their 400-
plus databases into discreet subject units (from business and technology to 
science) and “select,” which is a simplified method of searching a limited 
number of sources. The search for online relevance is a major project. 
Hundreds if not thousands of articles have been written on the subject, as 
well as books, research reports, etc. Voorhees (2000) and Cosijn & Ing-
wersen (2000) offer only two examples of the technical, usually dense lan- 
guage involved in such papers. Be that as it may, little real progress has been 
made in the electronic struggle to equal or surpass the librarian’s evalua- 
tion of what is relevant. 
In the ideal situation, the reference librarian finds the answers for the 
user, rather than showing the user how to locate information; thus the in- 
formation overload problem is answered immediately. Where this is not 
possible (although it must be, if reference services are ever to reach pro- 
fessional status) then the reference section should divide online and print 
materials into two or three subsections. One would serve for fundamental, 
for the most part traditional questions. The second section would offer sim- 
ple Web surfing where the user is there more for entertainment than for 
information. The third for the advanced researcher. A divided Web page 
or other guide or guides can accomplish much of this. The result: faster, 
more satisfactory use of services by the vast majority of users. 
THENEXTADVANCE 
Once the librarian has solved the layperson’s information frenzy there 
is time to consider a technological advance. The new hope is to refine infor- 
mation sources and improve the ability to pinpoint specific data. If this hap- 
pens, and the prediction is that it will, then searching will be more accurate, 
more reliable, and certainly more satisfactory for librarians. Again, though, 
watch for the spider in this Web of good things. In the drive for the perfect 
search some believe there will be fewer companies, fewer alternatives for 
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searching patterns, arid certainly less competition. Basch (2000) predicts: “By 
2005, two of the current big three professional quality proprietary online 
senices will be toast” (p.81).She suggests this mi l l  eventually assure that “the 
entire Web-or a significant chunk of it-transforms itself into a single, 
humongous, seamless, searchable database. Bots routinely fulfill most com- 
mon online queries, interfacing with users via natural language voice com- 
mands as well as keyboard input” (p. 81).Will libraries he in a position of 
begging access fi-om a nionpolistic enterprise when there are only one or two 
sources of entrance to the Internet and other information carriers? 
In the choppy political-technological sea the reference librarian must 
take a part in assuring free access to the information highway. Leadership 
presupposes an active involvement with local, national, and international 
political decisions. Hardly news, but library administrators are advised that 
reference librarians must have the free time and the funds to take part in 
vital discussions. 
WASTINGTIME AT THE COMPUTERTEACHING 
Just whom is the reference library serving? Technologically, it is possi-
ble to assert that the world is the library’s clientele. Realistically, at least if 
the less sophisticated searchers are considered (and this is a good propor- 
tion), the reference librarian has to pull up what is possible and match it 
with what is desirable. This takes distinct forms. 
The primary role of a professional reference librarian is to help the user 
find what is needed. Ability to match the question with the probable source 
of an answer probably goes back 5,000 or so years in Sumerian and Egyp-
tian libraries, such as they were. Technology certainly helps, but nothing 
comes close to the knowledge and skills of the reference librarian in mak- 
ing information matches. Beyond that, the librarian should be able to as- 
sist in evaluating the potential use of a reference work, a specific paragraph, 
a periodical, a database, etc., for the particular needs of the user. Again, 
nothing new. This is tradition at its best. 
Unfortunately, in the mad rush to keep up, some librarians have shift- 
ed their focus from evaluation to technical computer instruction. Layper- 
sons who avoid books, who naively believe all answers can be found quick- 
ly at the computer, have come to believe: “librarians are there for technical 
support” (Greiner, 2000, p. 88).It rarely occurs to a user to ask the librar- 
ian for actual answers, much less how to find what is needed west of the 
computer in the reference and/or general collection. 
Should time fussing about the workings of a computer, and the insis- 
tent queries of less than sophisticated readers, concern reference librari- 
ans? No. Instead of taking the valuable time of librarians, computer use 
should be taught by probably better trained clerks or specialists hired just 
for that purpose. Only when the questions become complex and beyond 
the mechanical should a reference librarian be called. 
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A brief moment observing and working in a reference section indicates 
that the experience of one community college library director is not atyp- 
ical. Grimes (2000) reports, “I helped a student find several biographical 
references, both print and electronic. . . . I was the first person to teach her 
that the Internet is not one source (as in ‘You must have more than one 
source of information for this assignment’). I taught her . . . the Internet 
is . . . a stream of sources” (p. 281). Furthermore, it probably was a revela- 
tion to the innocent student to realize that print reference works are other 
sources, too. 
Mort (2000) observes, “We librarians were chagrined to find that our 
users often preferred interacting with [the PC] to interacting with us. . . . 
They seemed to be getting enoughwithout our help” (p. 99). One suspects 
the problem is a common misunderstanding. Users, particularly the young- 
er ones, who are as familiar with the workings of computers as with how to 
find MTV, simply don’t need basic help in computer functions. They do 
desperately need help with what the computer brings forth. 
EVALUATIONAND SELECTION 
The librarian’s time is much better spent on first and foremost find- 
ing answers rather than diddling with instruction. Beyond that, teaching 
evaluation of resources is truly important. 
In an online survey of 41 librarians, Stover (2000) found that “librari- 
ans tend to be pessimistic concerning the critical abilities of library end- 
users” (p. 46). Most reference experts take it for granted that few people 
are readily able to distinguish true from shades of truth to bias to lies. The 
hapless user should know he or she can turn to a librarian to evaluate a 
citation from NationalKPviewon thejoys of business or on the National Rifle 
Association’s views. The simple differences in editorial policy between Peo-
ple Magazine, Reader’s Digest, New York Tames, and New York Review of Books will 
give the student a better grasp ofwhat information is about-a qualityper-
haps more useful than knowledge of how to feed a laser printer. 
Passing on media evaluation skills earned through years of experience 
and education is a noble thing, indeed. Going over the mechanics of the 
quick march at the keyboard is necessary, but a horrible waste of time for a 
trained librarian. This is not the place to drag out arguments in opposition 
to bibliographic instruction and computer literacy, although instruction 
seem even less logical now that reference librarians have an increasing 
amount of work. 
ANSWERSNOTINSTRUCTION 
Do most people-young or elderly, poor or rich, busy educated or 
couch potato-really want to know how to master information? Tenopir 
and Read (2000) found that in 57 academic libraries in the United States 
and Canada, “75percent provide remote access in addition to in-house 
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access” (p. 241). At the same time, “students may be in chat rooms or 
surfing the Net at all hours, but few are likely to be searching research 
databases” (p. 245). 
People who find aniusement in the gyrations of million-dollar quiz 
shows and who pride themselves on labor-saving shortcuts to opening a 
peanut butter jar, don’t want to take over from the librarian. They simply 
want answers. Proof? Ask any adult or student whether they would delight 
in having a librarian teach them the intricacies of finding an answer, or 
prefer that the librarian come up with the answer. Unfortunately, technol- 
ogy in the reference section has reinforced the Puritan notion that people 
must sweat to find answers. It may seem morally, ethically, and logically 
wrong simply to give them the book, the articles, the manuscripts, or what- 
ever without requiring they first master an online catalog or index. 
Being able to find it for yourself in a library is not part of a person’s 
education-unless, of course, you want it. Then all bets are off and biblio- 
graphic instruction should move into high gear to help this minority. Li- 
brarians should not inflict instruction on those who don’t want it. 
The librarian should be a true mediator between the indilidual and the 
frightening amount of information out there. In most cases this means 
coming up with the answer, no matter how simple or complex or time con- 
suming. Pointing the hapless user to a computer or an online catalog, or 
threatening bibliographic instruction, is simply not professional, and it is 
no way to earn respect. Those who think they can do as well in a library as 
the librarian are not likely to support the librarian. 
What would be the outcome of the librarian assuming the professional 
role that common sense dictates? Looking forward 15years, Basch (2000) 
points out that there will be easy-to-operate gadgets to find answers about 
stock quotes to sports scores. Where in-depth searching is needed among 
billions of pages of online data (in Borges’s mythical library), then a trusted 
guide will be required: “Professional researchers (i.e., reference librarians) 
jockey like X-wing Starfighter pilots through massive, three-dimensional vi-
sual data structures. . . .These experts in data mining, information architec- 
tures, knowledge management, and institutional wisdom-gathering enjoy a 
social status equivalent to that of neurosurgeons and celebrity chefs and are 
paid as handsomely for their expertise” (p. 82).Starfighter pilots? Neurosur- 
geons? Just staying as an average library reference librarian seems enough. 
ASKJEEVES, OR A LIBRARIAN? 
Taking advantage of the reluctance of some reference librarians to 
answer rather than instruct, commercial organizations now offer a poor type 
of reference service where the emphasis is on locating what is needed for 
the user. Librarians must meet this challenge, weak as it is, and go on to 
demonstrate what professionals can offer the public. 
As the New York Public and others recognize, libraries should be open 
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seven days a week during hours when people have free time, not when it is 
convenient for the library. Beyond that, libraries must offer 24-hour on-
line answering services. Actual answers, not how or where to find the an- 
swer, should be given. Patterns are now well established by commercial ref- 
erence companies from Electric Library (www.elibrary.com) to AskJeeves 
(www.askjeeves.com) to the latecomer Webhelp (www.webhelp.com) . Com-
bining fee-based and free response to queries, they are gaining popularity. 
Drawing on data from the National Center for Education Statistics, Coff- 
man and McGlamery (2000) report that Ask Jeeves had 485 million que- 
ries in 12months-“over 70% more than the 284.96 million reference trans- 
actions handled by all public libraries in the United States in 1996” (p. 66). 
Other information firms report similar results. 
Reference librarians have to be better than the growing number of 
commercial online answering services. This is not difficult. All of the com- 
mercial swings at answering questions are little better than search engines, 
although with the twist that if the user pays an average of $10 a month the 
service will e-mail responses to specific questions. Results offer the same 
satisfaction as the several blind men trying to describe an elephant by enu- 
merating its various parts. What may take minutes to hours working with 
these grapeshot approaches to information usually will require only a few 
minutes of a reference librarian’s time. 
Over 3,000 Web pages put up by libraries do, to a limited extent, meet 
head on the challenge of Ask Jeeves and company. Sophisticated systems 
are about to. See, for example, the University of California at Riverside “In- 
fornine” (http://infomine.ucr.edu) which offers links to 8,500 or more 
valuable resources available mostly for free. See, too, Michigan’s Internet 
Public Library (http://www.ipl.org/ref) and the Michigan Electronic Li- 
brary (http://mel.lib.mi.us) . Librarians have other favorites. The problem 
is that these tend to be local and to lack the support which would bring them 
up and past commercial ventures. The point is to press home this service 
to the public by offering 24-hour, sophisticated searches as hinted at by the 
commercial firms. Why not have reference librarians at hand to answer e- 
mail requests? Better still, why not suggest the telephone? Why bother? 
Aside from the duty to offer better service to the poor public, this online 
full reference service once again makes the librarian indispensable to ev- 
eryday living for millions. With that comes natural leadership. 
The 24 hour/7 day replication of commercial services by libraries is 
under study and summarized by Coffman (2000) as well as elsewhere. The 
catch is cost. While some suggest that users pay regular fees for the added 
services, to charge fees is a great error. The strength of library service is that 
the tax-supported institution offers free service for all. To abandon this tra- 
ditional role is to abandon support, when it is most needed, from individ- 
ual taxpayers. Complicated, expensive, and necessary, the 24/7 system must 
be a part of reference services in the United States and globally. If not, one 
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might well ask the rhetorical query put by all reference librarians, includ- 
ing Coffman (2000) : “Butwhat happens to our patrons if we abandon them 
t o  coniinercial concerns? Arid what happens to our profession?” (p. 67). 
The answer need not be given if the librarian is out in front of commercial 
efforts-if the librarian is a leader, not a follower. 
REFERENCEREACHINGOUT 
The sophisticated online library presupposes computer availability. Not 
so, at least for many. Minorities in low-income areas are less likely to have 
Internet access. Hardly a surprise. William Kennard, chairman of the Fed- 
eral Communications Chmniission, points out the deep digital divide be- 
tween the haves and haye-nots. In an interview the first African-American 
FCC Chairman points out, “If you look across the nation, 94 percent of 
homes in America have telephones. When you look at people living on tribal 
lands, the average drops below 50 percent. And in some areas . . . telephone 
services is down at 20 percent. . . . In an era of wireless technology and sat- 
ellite technology, that shouldn’t exist” (Labaton, 2000, p. A12). 
Several facts will make poverty here and abroad more of a danger to 
middle-class well being than most appreciate. Ironically the voice of the 
poor is heard more loudly due to rapid dissemination of information among 
the poor’s leaders. Where there is a tremendous imbalance of wealth, rev- 
olution is right aronnd the corner. A world of great inequality is riot only 
immoral but poses ethnic, religious, and political trouble among those no 
longer willing to cooperate \%ith duly elected leaders. 
Kedirecting some ofthe reference services to the 20 percent or inore 
who are at the bottom of the American economic scale is a practical way of 
bringing humanism into the library. The reference library is truly an oasis 
in this land of haves and have nots. In even the poorest district there is or 
should be free information senice, including the horrors and joys of the 
Internet. The tragedy is that where the information-entertainment quali- 
ties of a Web page may be most needed, they are least in evidence. A large 
urban library in an affluent community will rightfully boast dozens of com-
puter terminals and access to most of the world’s information. Less fortu-
nate neighborhood libraries are begging for funds to tap even minimal 
resources. 
What’s to be done? Answer: more federal and local funding, made 
possible by insistent library and user demand. The solution is by way of a 
cliche. Not so evident, though, is that time worrying about new technolo- 
gies might better he spent plotting ways to serve the poor. 
THEE-BOOKQUESTION 
Confused and often overwhelmed by the new technologies, reference 
librarians, as well as their fellows, sometimes give up leadership and deci- 
sionmaking in favor of following the misguided crowd. Science and technol- 
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ogy move on regardless of humanistic or social objections to their progress. 
Sometimes, though, they not only bypass the needy but also take the higher- 
income classes up a dimly lit technological alley toward a fast approaching 
train. Grimes (2000) summarizes what most librarians realize: “The Web’s 
gee-whiz period is over. . . . Does taking [the Web] route make sense for 
everyone? Not at all. . . . It takes time and effort to figure out what’s worth- 
while and what isn’t. The Web is still in its infancy. . . . But if Web sites are 
to sell the average consumer on their virtues, they have to be as good or better 
than their alternatives” (p. 19).Few librarians who lead the confused charge 
into the future want to be considered traditionalists. Tomorrow is all. 
An excellent example is the reaction of some to the e-book. Enamored 
by the lure of advertising and the growing need to stay at least two or three 
laps ahead of potential demand, some libraries seem intent on forging on 
with e-books. Rogers (2000) reports a “burgeoning courtship between li-
braries and electronic books [which] seems to be on the verge of becom- 
ing into a full-blown love affair” (p. 23). He supports his opinion by the 
number of discussions at various library conferences. Rockwood (2000), the 
editor of Choice, is typical. He exclaims in an editorial that the e-book “ will 
revolutionize the distribution of information” (p. 1566).He adds, “The only 
question is what this means.” Answer that and the door to fortune swings 
open. The difficulty is that no one can; that is why librarians should hang 
back and not, as Rockwood suggests, rush forward. Rockwood is support- 
ed in a substantial discussion by Bartlett (2000),who hints that Choicesoon 
will be reviewing e-books. 
With Stephen King’s public relations stunt of putting his novella 
“Riding the Bullet” online for free, librarians bit the bait instead of the 
skeptical bullet. Schneider (2000) reports that at a Public Library Associa- 
tion meeting shortly after the King triumph, “many of us who’d had a wait 
and see attitude understood intuitively that e-books have finally arrived” (p. 
88).Pushing this mistaken conclusion was the fuel behind the whole e-book 
library drive: “There are many libraries circulating e-books-but act fast, 
and you’re guaranteed to be first somewhere” (p.88).The desire to be “first 
somewhere” has been the primary e-book motivator. Weisberg (2000) pre- 
dicts “Despite the fact that hardly anyone uses an e-book yet, the drumbeat 
of ventures and issuances is breeding alarm . . . that serious reading in the 
future may no longer require [print]” (p.23). This Nostradamus just hap- 
pens to be chief political correspondent for the online magazine SZate. 
Beating the drum himself, he pushes a technological device that now seems 
cold before it even became economically warm. Librarians may wish to in- 
vest a few dollars in early e-book readers and electronic contents. Some will 
be curious to use one in a library-and just as fast to leave it there. Beyond 
that, the e-book is a waste of money. The books are expensive, for both the 
reading device and the electronic text itself. Paperbacks cost a fraction of 
the e-book. Paperbacks may be stuffed in a pocket or purse or read com- 
274 LIBRARY TRENDS/FAI,L 2001  
fortably in bed. E-books are difficult to read for any length of time and, in 
fact, take the same concentration as staring at a computer monitor. Read- 
ers refuse to be taken in by a still to be tested technology. Let’s hope librar- 
ians soon follow their wiser readers. 
In the title of his novel on English upper-class life, Anthony Powell 
(1976) explains a basic reason for treasuring the printed volume: Books Do 
Furnish n Room. Fellow authorJohn Updike (2000) picks up the theme: 
“Shelved rows of books warm and brighten the starkest room.” He adds he 
prefers print over digital because: the book offers sensual pleasure; “one’s 
collection comes to symbolize the contents of one’s mind.” In comparison 
“any electronic text-delivery device would lack substance” (p. WK15). Fur-
thermore, the e-book will “be outdated in a year and within 1.5 years as in- 
operable as my formerly treasured Wang word processor.” Librarian Leon- 
hardt (2000) agrees, “betting on human nature to reject the electronic 
machine in favor of that original handheld device, the codex” (p. 85).The 
assumption that genuine run-of-the-library readers are interested in e-books 
is usually made by nonreaders, or at any rate those whose reading is limit- 
ed to technological manuals and threats from future gurus. 
Even the most optimistic e-book fans, such as Ardito (2000),admit that 
“e-publishers have a long way to go before they completely satisfy print book 
lovers. . . . bJe need sufficient content to make the industry appealing. Pric- 
ing has to be attractive. Portability and comfort are necessary. . . . And most 
important, we must be reassured that our privacy will not be invaded (p. 39). 
Technolocgy has a habit of burying its dead quickly and moving on. 
Mann (2000) believes the eventual e-book success secret may be “e-ink,” a 
process under study by major corporations from Xerox to 3M, which will 
simply duplicate wood-pulp paper but in such a way that electronic mes- 
sages can be stored and transferred to standard size sheets, not of paper, 
but of a type of plastic. Fascinating, yet hardly new. The Romans and oth- 
ers had bound wax tablets where text could be inscribed, erased, and in- 
scribed over and over. The new way may be more efficient, but Alexandri- 
an librarians knew the basic mechanics. 
THEONLINEBOOKTRIUMPH 
If the hand-held electronic book is likely to fail, this hardly means on- 
line books will meet the same fate. On the contrary. The true question ref- 
erence librarians should consider, instead of worrying about e-books, is what 
type of reference book will be replaced by online electronic formats. Even- 
tually all but a few much used reference titles will be available only online. 
The present CD-ROMs, as well as the traditional print, will disappear. The 
new format is economical for publishers who don’t have to call in Paul 
Bunyan to supply the paper for more than a few sets of the 25-million-word, 
29-volume New Grove Dictionary of Music and Musicians. At a price more 
reasonable than $4,250 for the set, the online reader can search with the 
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usual sophisticated online tactics. Besides saving paper, the electronic ver- 
sion saves space for, yes, more PCs in the reference section. 
The main test of whether to put out print or electronic versions is not 
fashion or proof one can use the new technologies. It is the number of 
readers, real and potential. A print reference work may be valuable for a 
select group of scholars or laypersons. Perhaps the reference librarian con- 
sults it once or twice a year to find data on the polar regions or the extent 
of guerrilla warfare in the First Seminole War. When thousands of little-used, 
often expensive titles are published electronically, they will spread their 
influence. They will be available to any library, free or at a modest fee. 
There are scores of other justifications for the trek from print to digi- 
tal for reference titles. Still, when the readership for a reference work moves 
from two or three people a year to the hundreds of thousands, even mil- 
lions, then print should be retained. Asked which reference works they turn 
to the most, the majority of librarians outside large research institutions, 
inevitably name no more than a dozen print titles. Many of these are found 
in middle-class homes, e.g., The World Almanac, StatisticalAbstruct of the United 
States, World Book (or a similar children’s or adult encyclopedia), a dictio- 
nary (more often than not M m ’ a m  Webster’s Collegiate Dictionary), Bartlett’s 
Familiar Quotations. Librarians and readers prefer these standard print ti- 
tles to most electronic sources because they have used them and know what 
they can or cannot find. A question is answered faster here than in other 
electronic reference works. A one-volume encyclopedia can be consulted 
for all of 20 to 30 seconds to find a name, date, country and the like. Even 
the most efficient online searcher is likely to take longer. 
The serials section so closely tied to reference services will go down the 
same path. Little-read periodicals (as with reference titles, the vast majori- 
ty) will be confined to digital. As Judy Luther (2000),points out: “Electronic 
files may not be fun to read online but they are very efficient at locating 
previously read articles as users can conveniently scan a large amount of 
data” (p. 24).Back issues, particularly of more than a few years, can be stored 
easily and called up quickly. The equation is simple: every reference sec- 
tion should have current issues of serials available online, and the more 
popular ones in print form as well. Titles which may not be consulted more 
than once or twice a year hardly need a print backup; here is where the li- 
brary can recognize real savings. How many titles can be available only 
online depends on individual library need and experience, but probably 
no more than 1 to 2 percent over a basic print-digital list of 200 to 400 ti-
tles need be in both print and digital forms. Specific data are needed for, 
as Luther observes, “It is increasingly important for both librarians and 
publishers to understand the information ‘context’ of users so that addi- 
tional capabilities can be developed that will deliver new levels of efficien-
cy” (p. 26). 
By the end of the decade, given publishers willing to issue new and older 
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works in electronic form, the average reference section will consist of 100 
to 500 much-used print titles and will offer rapid access to 14,000 to 18,000 
others online. 
While reference titles are best online, this is not true of the majority of 
works found in the general reading section. The supposition that in the next 
10 or 20 years a library will be little more than a holding station for PCs fails 
to recognize the reluctance of readers to regularly use digital forms of read-
ing matter. 
At Purdue University, two departments declared civil war. One wanted 
to eliminate books in favor of electronic sources. The other thought this was 
a scholarly disaster. The electronic-enamored groups saw this as addressing 
a need for space: eliniinate print volumes and there is room for more offic- 
es and lecture rooms. The books are not to be burned, but stored remotely 
and retrieved when needed. Kiernan (2000) reports the librarian summed 
up concerns about access to print by one teacher with ‘Jesus Christ, we’ll 
deliver the yearbooks to his office.” She added, ‘Youhave to ask yourselves: 
Do we need the real estate we have [for books] ?” The skirmish illustrates the 
niaxirnuin influence of engaging the best in technology without consider- 
ing its consequences beyond its obvious purpose-in this case, saving space. 
The much-acclaimed Project Gutenberg provides free e-texts of over 2,500 
books. None is in copyright. Most are eclectic at one extreme or widely 
published classics at the other. The point of the “Project” remains obscure. 
Between interlibrar). loan or a good libraiy, all of these titles are available 
in traditional, easy to read print form. hbad idea can be tiirned to gold when 
what is put online is either unavailable except in one or two libraries or rare 
bookstores, or is rarely read and therefore not found in many libraries. To 
date a good deal of this transfer from print to online has involved, as with 
the Project Gutenberg experiment, out-of-copyright content. What happens 
when a copyrighted book goes online? Who pays the author, the original 
publisher, and others who traditionally profit from print titles? 
THEDEATHOF COPYRIGHT 
While reference librarians may participate in discussions of copyright 
and related areas, they should do more. Indeed, they must take a leading 
role in such debates. The American Library Association, to be sure, is ac-
tively engaged in the revision of copyright. Beyond that, though, the refer- 
ence librarian has to consider copyright consequences. 
How long will the current copyright laws prevail? Can they hope to 
charge for what is now free? How long will publishers be able to charge fees 
to users or to libraries for online reference materials? The answer: copyright 
is as good as dead. It may take a decade or two of thrashing about in Con- 
gress and in other world governing bodies to kill it off officially, but hack- 
ers on the Net will do it in the meantime. The real question is not so much 
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how to save copyright, but what to put in its place to guarantee more than 
praise for hard-working publishers and authors. 
While lawmakers and publishers revise copyright laws to protect online 
information, others labor equally to defeating the laws through online pro- 
grams, which will defy copyright enforcement. They firmly believe all in- 
formation on the Net should be free. These technical idealists have devel- 
oped programs to defeat passwords, codes, and scrambling devices, which 
protect online data. The swapping of free music files on the Net (via ser- 
vices like MP3.com and Napster) are early indications of the difficulty of 
defeating what lawyers, the recording industry, and many musicians call 
piracy. For a demonstration of cracking the for fee codes try freenet, con- 
ceived by a University of Edinburgh student, or Gnutella, the invention of 
a software developer. They are far, far from perfect about distributing in- 
formation, but they indicate the problems ahead for publishers. 
In early spring of 2000 Stephen King published Riding the Bullet online. 
Within 24 hours, about 400,000 people downloaded the free text. The press 
announced that a revolution was at hand. Everyone was pleased, including 
King who reaped masses of unneeded publicity, if limited profit. 
Although the book was free, duplicate copies could not be made. This 
upset some who saw a market for neatly printed copies of the online work. 
Given this incentive, two days after the digital book was available, a code 
breaker set up a system to allow anyone to make additional copies. The 
implication is clear. Fortunately, hackers to date have avoided online fee- 
based reference services such as indexes and dictionaries. The Association 
of American Publishers, among many interest groups, is working on encod- 
ing standards for distributing texts. Their technology will be so sophisticated 
(they hope) as to be beyond the reaches of other than authorized readers. 
The major hurdle for those trying to profit directly from Web content 
is the well-known fact that people do not expect to pay for information on 
the Web. Survey after survey makes that point. A study by Princeton Re- 
search Associates (Barringer, 2000) found that 89 percent of the 1,232 re- 
spondents had never paid for news or information on the Web, and 83 
percent were not willing to pay. So far this works to the advantage of librar- 
ies. It accounts in no small way for the popularity of online reference titles 
in the library and at home stations where library access is offered. 
No one knows how a world chock full of online rather than print books 
will find a way to: a) charge the reader; b) protect copyright; or, most like- 
ly, c) ignore charges and copyright and find another path to profit. 
Unable to protect their fee-based databases from technological advo- 
cates of free data, publishers will post most of their reference sources for 
free on the Net. This will happen not because librarians assert that “schol- 
arly and government information . . .must be available free of marketing 
bias, commercial motives, and cost to the individual user” (Keystone, 2000, 
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p. 103) but because they will have discovered another path to profit tied to 
free information. Consider the fury generated by the use of magnetic tape 
arid photocopiers: both were supposed to derail television and multiple 
copies of books. Instead they created new technological industries. Free 
instead of fee-based Net information will likelyfollowthe same, still unchart- 
ed road to profit. 
READERS:THEREALLIBRARYPUBLIC 
While the technological advances are of concern to librarians, authors, 
and publishers, few readers either know or care much about the struggle. 
What does interest the average library user? Most of the 30 percent of 
Americans who regularly use libraries (and that percentage rarely varies 
from decade to decade or place to place) go there to find a book, not to 
discourse on the joys of information and the new technologies. Uslrally 
through a novel or biography, they are doing their best to forget. Escape, 
at all ranges of‘intellectual satisfaction from gothic to Proust, is often the 
reader’s goal. This is to recognize why the vast number ofadults, and not a 
few nen‘ous students, may be less than enthusiastic about the full text on- 
line index or appreciate having a reference section. 
How can the reference librarian, particularly in smaller and medium- 
sized academic, school and public libraries, be a leader? How to be more 
visible, more useful to individuals who rarely have a question more press- 
ing than “When does the library close?” or “Where is the bathroom?” Ref- 
erence librdrians might give a bit of their time to readers’ advisory servic- 
es; they often did in the past, and a few do to this day. While many reference 
1ibrdrianS view readers’ advisory services as outdated as yesterday’s celebri- 
ty, citizens still require help in selecting books. 
Book clubs, reader groups, great books, and a half-dozen other descrip- 
tors apply to gatherings of 10 to 20 people who meet each week or month 
to discuss what they have read. In many areas it is becoming the middle- 
class thing to do, particularly for people with children and over 30 years of 
age. Why do they show such an interest in what technology supposedly sti- 
fles? Kellaway (2000) offers three reasons: “Take the question of time . . . . 
No one wants to admit to being a former reader and the only way of ensur- 
ing that reading gets done . . . is to put it in the dia . As an exclusive 
social event, reading is cool again” (p. 22). Although people feel pressed 
for time and have many options, reading remains popular. It costs little and 
impresses those tied only to the mass media. Third, the 45,000 to 50,000 
books published in America alone each year raises the question of what to 
read; book groups make that decision. “Instead of passively flipping through 
book reviews, bookclub members get the chance to become book review- 
ers themselves. . . . the downside is that you will have to listen to others pre- 
tending to be” reviewers, too (Kellaway, p. 22). 
With so many readers out there, Ebsco, for instance, promises help on 
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their NoveList Web-site (http://novelist.epnet.com) . Here layperson and 
librarian will find a battery of aids, including news about beginning authors, 
new titles, and advice on book talks. 
FUNAND GAMES 
The reference librarian should lead in helping to decide the place of 
the PC in the library as a whole, notjust in the reference section. Is the Net 
primarily for serious people with serious questions, or for others as well? 
The Net is as much for entertainment and casual education as for focused 
research and the gathering of data for free or for fee. The reference sec- 
tion, charged with PC and Net supervision, may (or may not) wish to take 
over the really “serious” library business of entertainment that is found at 
a computer terminal. At any rate, every library should offer free, non-filtered 
access to entertainment, just as most of its books, periodicals, and other 
materials are there for the same purpose. 
The marvel of the Net is that it can carry content to the growing num- 
ber who find less and less on television, radio, or in newspapers and mov- 
ies to satisfy their natural curiosity about people and the world. Two exam- 
ples: the single best English-language radio station in the world is the BBC’s 
Radio 4 out of London. Here, without the horrors of advertising, articulate 
intelligent people discuss everything from the latest novel to gardening and 
diet. They play to what it means to challenge deep-rooted beliefs in, yes, 
the Internet. The consensus about Radio 4, and its allies Radio 3 and 5, is 
such that that greatest gift of late 1999 and 2000 was the availability of most 
of their programs, as clear as the proverbial bell, on the Net. Inevitably, 
American public radio stations that have not succumbed to pop culture will 
equally be present on the Net. One example of the latter is NewYork & Co. 
(http://www.wnyc.org/) ,which features at least four discussions of books 
and writers each day. 
A cursory glance at what interests people online indicates that learn- 
ing is at the bottom of their list. Primarily marketed as an entertainment 
medium, or by the familiar “information can be fun,” the Net draws finan- 
cial support from the same advertisers who effectively disturb television 
and radio. The commercial virus takes advantage of Net surfers (or more 
likely waders) who, as Barnett (1999) puts it, are in a “trancelike state that 
starts with a few clicks and ends hours later without a sense of time’s pas- 
sage” (p. 177). 
Yahoo Internet Lije, the widely circulated guide to popular use of the 
Internet, features a monthly summary about what people are looking for 
online. According to these Click Charts (2000) “the most visited news/info/ 
entertainment sites include MSNBC with 8.6 million visitors, followed by 
Disney Online (6million)” (p. 67).The most popular queries on one search 
engine, Lycos, open with Pokemon and midway feature Tattoos and then 
at the end Las Vegas. Questions most frequently asked at Ask Jeeves are 
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about weather and climate, such as “Why do the days get longer in the sum- 
mer?” On the whole, the page demonstrates how the Net has shoved aside 
tele\ision as a sandier wasteland dotted nith numerous oases of amusement. 
Brody (2000) reports what almost everyone knows: “Sex is the hottest 
topic among adult users of the Internet. . . . F~illy one-third of all visits [are] 
directed to sexually oriented sites, chat rooms and news groups.” Before 
Brody cites numerous studies to validate her figures, she quickly adds: “For 
most people these forays into cybersex are relatively harmless pursuits” (p. 
F7). Because most public library computers are under the jurisdiction of 
the reference section, the question of filters, and public debate over who 
is to watch the kids, can be a tremendous headache for the othemise peace- 
ful reference section. 
Some parents, who may or  may not have tracked sex on the Net, are 
anxious for the librarian to act as an information gatekeeper of a sort not 
usually associated with reference searches. “Slam the gate on sex” is the 
battle cry. That should be the parent’s decision. It is not the duty of a ref- 
erence librarian to decide who or who will not get through the gate. Al-
though the American Library Association has supported this view, filters 
continue to find their way into libraries.’ 
Shopping and stock trading are at the heart of the commercial online 
revolution. Virtual stores, for both consumers and business concerns, are 
one of the most significant elements of the online age. Expected to grow 
over $100 billion by 2003, online commerce has taken hold because it of- 
fers comparison shopping and speedy deliveiy of goods. Rarely a month 
goes by without another advertisement plugging an advanced system of 
online shopping. Profit aside, the unforeseen social consequences of mov- 
ing from mall to computer have yet to be understood. In fact, the night- 
mare for online retailers is that people will not give up the social aspects of 
shopping: mixing with crowds, talking to clerks, slipping in a lunch date. 
This same problem Faces those who confidently predict that office environ- 
ments will give way to individuals working at home. 
Reference librarians note, too, an important lack of social interaction 
when users are drawing information from the library at a home computer. 
Even in the library, and especially in those with multiple PC stations, the 
normal conversation between the librarian and the student huddled over 
a monitor screen may be eliminated or severely curtailed. Lack of a two-
way information stream shows in the often poor quality of results, particu- 
larly for beginners searching online. Distance-learning experts and Web- 
masters are aware of this unforeseen consequence and do their best to ease 
the problem via e-mail, links, and telephone calls. 
THEFUTUREINDUSTRY 
Not only better service for the poor, but also improved services for the 
middle class might be possible if only a small portion of the funding and 
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effort devoted to predicting the future were instead directed to daily activ- 
ities. There is a constant sales pitch to convince librarians that future tech- 
nology will solve not only the problems of the world in general, but those 
of the library in particular. Henry Kissinger invites Mikhail Gorbachev to a 
forum to discuss with other world leaders the role of America in the 21st 
century. At a more modest level, hardly a week goes by without someone 
wandering into the library for a self-help book that promises the future will 
bring consolation. Nervous librarians understandably try to stay one step 
ahead of the public in the difficult decision to buy this or that technologi- 
cal advance. Stanford University Libraries (Keller, 2000) cite as two of their 
“strategic principles for technological innovation” the necessity of install- 
ing “telecommunications & power for every seat as rehabilitation or new 
construction proceeds; install video and data connections in classrooms, 
[and] other group study rooms” (p. 9).Johnson (2000) sums it up: “Hard- 
ly a week seems to pass in which we do not wake up to a [radio] program 
announcing that buffoons in Cambridge-either the one in Massachusetts 
or the one in Cambridgeshire-have cloned an elephant or whatever. . . . 
Somewhere in California they are working on . . . a robot which can think 
just like us, if not better” (p. 10). 
No meeting of the American Library Association or any other nation- 
al, regional, or local organization of librarians goes by without a barrage 
of discussion groups and committees talking about both the finite and in- 
finite possibilities of the Net. National groups from funeral experts and 
artists to newspaper reporters and gardeners pay homage to technology. 
And find a university that does not offer courses and conferences on the 
subject: “Harvard University proudly presents ‘Changing Our Lives’ . . . to 
focus on the transforming ability the Internet has on society.”2 
The bombardment about the future is conducted throughout the 
media from the New Yo& Times to television to radio and, yes, constantly on 
the Net. What’s to be learned from this fascination with the future? Kniffel 
(2000) sums up the situation nicely: “In the quarter-century that I’ve been 
a librarian, I’ve seen plenty of ‘futuring’ and ‘visioning.’ I’ve concluded that 
there is absolutely nothing to be learned from the future. . . . Some of us 
are forecasting doom for anyone unwilling to reinvent libraries, while oth- 
ers are ducking and covering, hoping for the threat to pass” (p. 46). Why 
bother adding to the countless “think” pieces on the subject? Because as 
Kniffel puts it “the primary conflict in our profession for the past 50 years 
has been tradition versus technology.” 
TECHNOLOGYAND TRADITION 
The tradition vs. technology struggle must be resolved by the reference 
librarian. Not even the best leader can come up with ultimate answers; still 
he or she must try. 
Cell phones, robot lawnmowers, gigantic television tubes, palm pilots 
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and massive movie screens are bound for glory in the years ahead. Genetic 
engineering will save the lives of countless babies and eventually insure old 
age for the many. Painless dentistry, a vast increase in availability of healthy 
foods, and central heating insure an optimistic future for at least those lucky 
to have been born in this prosperous era and country. 
Positive technological contributions are well known, but there are also 
negative considerations. A flat-screen television with refurbished sound 
system is an interior decorator’s delight. Unfortunately, the technology does 
nothing to rejuvenate the programs. The irksome cell phone raises the 
urban noise level and the perception that private conversation is to be 
shared with the world. Rapid advances in the storage and dissemination of 
information threaten library budgets and the nerves of librarians. The 
wonders of a digital camera will drive the photographer to the technolog- 
ical wall. To what ring of hell is consigned the chap who fires humans and 
substitutes electronic replacements to do everything from solicit magazines 
subscriptions to, yes, duck frustrating questions about why the computer 
shut down? 
None of the incessant bad manners of the new technology should be 
forgiven. Much has to be done to civilize the machines. The question is: How 
did people in and outside of the library establish technology as a church with 
its advocates as the new oracles and ministers? The response is not easy for, 
as everyone realizes, technolocgy has several sides. Stroni (2000) makes this 
point aboutJapan: “The Internet is quietly transforming Japan . . . empow-
ering women, changing the way people apply for jobs and schools and gen- 
erally chipping away at traditional patterns of behavior” (p. 1).On the other 
hand, technoloLgy too often is expected to do too much. kugman (2000): 
technology is not a magic elixir. The Internet, mobile 
phone and all that are exciting and important, but those who count on them 
to solve all their problems are likely to be disappointed (p. WK15). 
NetFuture,a small, influential online newsletter, discussed the new tech- 
nology. Stephen Talbott, a technical writer and former software program- 
mer, asks people involved with the Internet to consider its consequences: 
Our society appears to be following the same strategy with its comput- 
er arid digital networking policies that it followed earlier with its auto- 
mobile and asphalt networking policies: First, and at all costs, build the 
infrastructure and put the new devices in the hands of the consumer; 
then, a few decades later, check out what this has done to society. If it 
has hollowed out our institutions-well, that’s for historians and soci- 
ologists to quibble over; there will always be plenty of new technologies 
promising a bold and bright future. If today’s digital policymakers 
would read up on the history of the automobile, they could scarcely 
avoid some grave self-doubts. (Yalbott, 2000, p. 5) 
Academic leaders (Keystone Principles 2000) agree that “scholarly and 
government information is created at the expense of the public and/or aca- 
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demic institutions. . . .There is a public interest in the availability of this in- 
formation” (p. 103). A breath or two later they claim the for-free informa- 
tion publishers are “distorting search results for profit” (p. 103). In a second 
test complaint they call for publishers to query librarians “in how informa- 
tion is used” (p. 103).And here is the third point, the heart of the argument: 
“Thereis fear among the faculty and many administrators that education will 
be dehumanized by the introduction of the new technologies” (p. 103). 
Electronic vehicles are thousands of times faster than their print fore- 
fathers. They put data into the hands of an impatient user almost as quick- 
ly as a question is posed. It is too early to evaluate what this has done for 
the individual and society, but questions are in order. 
Awealth of opinion-survey studies indicate that money, and what it can 
buy, does not make people happy.3 Obviously a given amount of income is 
needed to survive, but beyond that there seems to be no real relationship 
between the weekly check and happiness. Brittan (2000) points out that The 
World Value Survey at the University of Michigan finds that in affluent coun- 
tries “the ones with highest reported happiness are Iceland and Sweden in 
that order, even though they also have a high level of reported suicides. The 
United States, with the highest income level, comes thirteenth” (p.24). 
All of this raises questions about how to measure happiness. An amber 
light flashes its warning here for reference librarians who put too much faith 
in the new technologies. Technology that seems good for the library may 
not be good for society. “For instance,” as Brittan observes, “the growth of 
ever longer antlers may help stags to find mates; but the cumulative effect 
of the drive to longer antlers is to make the whole species less efficient and 
less good at survival. The stag finds it increasingly difficult to make his way 
among the trees” (p. 24). The analogy between stags and technology filled 
reference sections is appropriate. We all can learn from nature’s mistakes. 
NOTES 
1. 	One argument for screening Net material in libraries is the factor of accident in searches; 
as of May 2000 the President may be reached via www.whitehouse.gov, but if one by chance 
substitutes .corn for .gov, the result is a pornographic site. For the family value side of the 
Net see Raskin, R. (2000). Rituals for New Age. Farnib PC, 7 (4), 60-61. “If you are look- 
ing for ways to help family ties, you might start by looking at” the Internet (p. 60). 
2. 	 Harvard featured “futurists” as star attractions for the May 31-June 2, 2000, event. These 
priests of tomorrow include Tim Berners-Lee, Patty Maes, and Esther Dyson. 
3. An April 2000 survey by M o d m  Maturity reported in the N m  York Times (May 21, 2000, p. 
12BU) finds that of the 2,366 people who responded, “earning a lot of money ranked near 
the bottom when people were asked what made life successful. The top five factors . . . were 
strong family relationships, good friends, helping people in need, a good education and 
an interesting job.” The trained reference librarian should, then, be happy. If not a mil- 
lionaire, the librarian at a minimum helps “people in need,” has a good education and 
certainly is in an interesting job. 
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The Emerging Reference Paradigm: 
AVision of Reference Services in a Complex 
Information Environment 
JOHN W. FRITCHAND SCOTTB. MANDERNACK 
ABSTRACT 
THEEMERGINC, REFERENCF PARADIGM in a complex, technologically rich 
information environment tends toward a more deliberate blending of the 
conservative and liberal philosophies of reference. As key agents in the 
advancement of society and culture, librarians must recognize the value of 
community and the social context of information in providing services that 
support and enhance the full range of contemporary user needs. The com- 
plexity of the information environment, and more uncontrolled distribu- 
tion and access, lead to new issues for users. Reference services, with a stron-
ger instructional role, must become more proactive in providing a fully 
developed repertoire of services responsive to the multifaceted queries fac- 
ing librarians today. 
“WHERE THERE IS NO VISION, T H E  PEOPLE PERISH.’’ 
-Proverbs 29:18 
With the explosive popularity of the Internet and the World Wide Web, 
many authors have foreseen the demise of reference librarians and have 
predicted their role will become outdated and ultimately irrelevant. At least 
one article has called for the abolition of traditional reference senice, sug- 
gesting that information technologies have largely transmuted the role of 
reference librarians from intellectual endeavors to manual tasks dealing 
with computer hardware and software (Ewing and Hauptman, 1995).The 
development of artificial intelligence “knowbots” has been proposed as a 
possible replacement for human-mediated searches (Zick, 2000). Some 
contend that Moore’s L,aw, which suggests that the power of microchips 
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should double approximately every 18months (Moore, 1965), will eventu-
ally lead to a replacement for human intelligence. Proponents theorize that 
the combination of artificial intelligence and raw computing power may 
eventually even surpass the capabilities of the human brain. 
Others argue, less dramatically, that change is coming to reference 
services, that users’ reliance on information technology is altering or en- 
dangering traditional reference service (for a sampling see Wilson, 2000; 
Butcher, 1999;Frank, Calhoun, Henson, Madden, and Raschke, 1999; Ryan, 
1996). Access to more and more online resources, significant developments 
in distance learning and instructional technologies, and a growing desire 
for independence and self-reliance suggest to some that future users will 
require little or no assistance from trained reference personnel. Indeed, 
the number of reference transactions reported in recent years indicates 
decreases in the range of 6 to 15 percent (Coffman and McGlamery, 2000, 
p. 66). Is this a sign that the role of reference services is in fact declining? 
Will reference librarians and reference services inevitably be replaced by 
advanced information technologies? If not, what will sustain the existence 
of reference services and trained reference librarians? 
A HISTORICAL OF REFERENCE SERVICEREVIEW 
Reference service, as a distinct function of the library, began in the late 
nineteenth century, largely in response to the growing prevalence of pub- 
licly funded libraries (both public and academic) seeking to serve relative- 
ly inexperienced and unskilled readers and scholars. In the mid-nineteenth 
century, American scholarship and research activity was minimal and un- 
organized, conducted primarily by independent scholars with private fund- 
ing. As the U. S. economy became more highly and rapidly industrialized, 
a spirit of free investigation led to more significant research and inquiry. 
Greater social and economic mobility and the emergence of a growing 
democratic philosophy toward education spawned a more popular and 
more practical orientation. The Morrill Federal Land Grant Act of 1862 
provided federal support and funding for higher education in agriculture, 
technology, and “mechanical arts,” promoting even more widespread and 
significant advances in scientific research and broadening college and 
university curricula (Rudolph, 1962). Breaking from the custodial traditions 
of the past, in which the library was simply a storehouse of books, reference 
service developed (albeit typically only as an ancillary, part-time endeavor) 
primarily to assist patrons in the use of the catalogs and to recommend ti- 
tles for reading. 
With increasing dependence on the library by readers and scholars, 
reference service came to be recognized as an increasingly important func- 
tion. William B. Child offered an early definition of reference work in a 
statement to the New York Library Club: “By reference work is meant sim- 
ply the assistance given by a librarian to readers in acquainting them with 
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the intricacies of the catalogue, in answering questions, and, in short, do- 
ing anything and everything in his power to facilitate access to the resources 
of the library in his charge” (Rothstein, 1972, p. 3 ) . The practice gained 
acceptance and popularity to the point that separate, specialized reference 
units or departments became common starting in the late 1890s (Rothstein, 
1994). The role of reference as an integral part of the library organization 
was established even more firmly over the first two decades of the twenti- 
eth century. Reference departments offered longer service hours and in- 
creased staffing levels, due in part to the extension of reference service in 
branches, and later, departmental libraries, and via the additional modes 
of telephone and correspondence (Rothstein, 1972). 
Having established the value and necessity of personal assistance as a 
legitimate library function, librarians began to question the nature and 
extent of the service. It was generally held that the purpose of the reference 
department was to instruct and guide the user, and the prevailing philoso- 
phy during this early period tended toward one of “cautious and limited 
assistance.” This “conservative” view of reference was justified by balancing 
the theoretical with the practical. Theoretically, self-reliance would be pro- 
moted by providing the resources but 1eaLing the reader to extract or dis- 
cern the knowledge for him/herself. Practically, staff time devoted to a sin- 
gle user would be limited, thereby providing adequate time to provide 
service to others as well (Katz, 1982; Rothstein, 1972). 
In practice, however, strict adherence to this conservative theory could 
not be maintained. Librarians found themselves providing direct answers 
to quick, factual, or ready reference questions for a number of reasons: 
being pressed by patrons who had no desire to learn the requisite biblio- 
graphical skills; realizing that finding quick answers often required less 
effort than teaching patrons how to find answers for themselves; and main- 
taining professional pride, either by demonstrating one’s knowledge of 
reference sources or in exhausting all possiblities in seeking an answer. 
Librarians were also willing to go to considerable lengths to provide answers 
to telephone and mail inquiries, citing difficulty in maintaining the con- 
servative philosophy (i.e., instructing or guiding) when dealing with patrons 
at a distance (Rothstein, 19’72). 
As the role of reference work assumed greater prestige, the “conserva- 
tive theory” of reference work was increasingly questioned. Adherents to a 
more “liberal” view advocated “more generous, more thorough, and more 
scholarly reference service,” in which librarians provided direct informa- 
tion and answers (Katz, 1982; Rothstein, 1972). The next forty to fifty years 
saw the development and expansion of services in support of liberalizing 
reference work, most notably the establishment of departmental libraries 
and specialized reference units staffed by expert subject specialists. Busi- 
ness, fine arts, and physical science reference units were not uncommon 
in both public and academic libraries. Children’s departments in public 
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libraries established reference desks specifically for children and, in the 
1950s and 1960s, undergraduate libraries were established to serve the 
needs of inexperienced college and university students. Specialization also 
occurred in response to additional forms of materials, such as government 
documents, rare books and manuscripts, and audiovisual materials (Roth- 
stein, 1994).A further extension of the branch library concept was evident 
in the national trend toward additional outreach, particularly to rural ar- 
eas, and cooperative library systems. This was especially prominent among 
public libraries but eventually led to multi-type systems as well, including 
public, school, and academic libraries. Other initiatives from this period 
included interlibrary lending programs, which allowed collections to be 
more focused (and therefore financial resources could be devoted to im- 
proving staffing levels). Bibliographies and other tools and resources in- 
creasingly were developed to enhance use of libraries’ collections; “infor- 
mation desks” and “readers’ advisory senices” were established to redirect 
“less serious” requests from reference desks. 
The 1970s and 1980sbrought new levels of computerization to refer- 
ence work, but the questions surrounding appropriate levels of service re- 
mained. Several now-familiar strategies were employed in response to the 
introduction of online search services and online public access catalogs. 
Online catalogs and remote database searching required additional aid for 
users, thereby advancing even further toward the liberalization of reference. 
Separate administrative units were created for online searching; informa- 
tion desks were established with renewed popularity, increasingly staffed by 
paraprofessionals; the expertise of technical services staff was utilized to 
provide online catalog assistance directly to users. Practical considerations 
limited all-out expansion of services, especially regarding online search 
services. As a specialized professional service, online searching was per- 
ceived by many as deserving highest priority for the professional attention 
of reference librarians. The common practice of charging fees implicitly 
conveyed an impression of greater value. 
While debate raged over the ethics and equity of charging fees for ser- 
vices, the introduction of the CD-ROM format helped to address many of 
the concerns. CD-ROMs allowed libraries to purchase database content 
directly, obviating the necessity of charging for searching and search soft- 
ware also became more end-user-friendly so that librarians no longer need- 
ed to mediate searches. With the move toward more end-user searching, 
the balance between the conservative and liberal dichotomy of reference 
services moved toward the conservative end of the continuum. While more 
information was made directly available to users, guiding them toward great- 
er self-reliance became more pronounced, particularly as advocates of the 
emerging bibliographic instruction movement argued strongly for a re- 
newed emphasis on the teaching role of librarians. 
The 1990s introduced the Internet to libraries, prompting some fun- 
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damental changes in the nature of reference work. Rapidly developing tech- 
nologies allowed phenomenal advances in access to an expanding universe 
of information at heretofore unheard of levels. Numerous questions arose 
concerning the librarian’s role in this shifting information environment. 
THEEMERGINGINFORMATIONENVIRONMENT 
As the historical overview of reference services suggests, the informa- 
tion environment remained relatively stable over the course of most of the 
last century. The volume of published information increased dramatically, 
but the creation, storage, and distribution remained largely under the con- 
trol of professional societies, publishers, libraries, and bookstores. The past 
decade, however, has seen a shift from a more heavily controlled environ- 
ment to one that is much more open and uncontrolled, often even chaot- 
ic. While the rate of print publishing continues to increase, the Internet 
has opened the floodgates of information creation, distribution, and access. 
The small amount of control that does exist may well reside in the hands 
of inexperienced users. The following points characterize the information 
environment of today: 
Computer use has become ubiquitous 
The Internet allows any computer workstation to become an access point 
to vast electronic resources 
A multitude of information formats exist 
The Internet enables anyone to “publish” information on any topic to 
the entire world 
Web sites are more ephemeral than print resources and can change or 
disappear at any time 
The Internet and the World Wide Web constitute a vast, chaotic reser- 
voir of content, some accurate and some inaccurate 
Uniform classification of Web sites is not universally applied 
Many dissimilar search engines and methods promote access to infor- 
mation 
Electronic communication via e-mail, chatrooms, listservs, e-bulletin 
boards, newsgroups, etc., has become widely accepted and utilized world- 
wide 
Print media continue to proliferate 
Concerning the prevalence of access and adoption of technology, a recent 
poll indicates that 92 percent of adults aged 18-60 have used a computer, 
with 69 percent having one at home. Over 75 percent of adults have used 
the Internet at some time, and the computer is viewed as the single most 
significant technological development of the twentieth century (Winner, 
2000). 
With all the excitement and promise of technology, however, the new 
information environment has brought with it a host of new issues and chal- 
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lenges both for the individual and for society at large. The tremendous 
amount of information available on the Web and its easy accessibility have 
led to the common perception (and perhaps expectation) that everything 
a person needs can be found at one’s fingertips, and it will be available 24 
hours a day, seven days a week. Whether for school, career, or personal 
needs, technology has come to be viewed as a panacea for many of society’s 
shortcomings. The Web can purportedly lead to betterjobs, higher incomes, 
healthier lifestyles, more responsive government, and, in general, greater 
personal and social satisfaction. 
These perceptions have contributed to a value system in which lifestyles 
are increasingly tailored to one’s preferences. Individualism, customization, 
convenience, self-reliance, and self-fulfillment are predominant attitudes 
in the general culture. Our society has seen a shift from “massification” to 
“segmental appeal” (Kottak, 1996). Consider the growth of such services 
as automated teller machines and online banking, online shopping, self- 
serve credit card transactions at gas pumps and grocery stores, and drive- 
thrus for everything from fast food to prescription drugs. All these phenom- 
ena serve to promote and enable individual convenience and immediate 
gratification. 
The promotion of independence, personal choice, and self-fulfillment 
is not necessarily a bad thing in and of itself,, but we must consider its re- 
percussions. The heavy reliance on technology, the use of which is typical-
ly a solitary activity, tends to alienate individuals from each other physical- 
ly, psychologically, and emotionally. Among those who have a computer at 
home, 57 percent report that they spend less time with family and friends; 
high levels of loneliness have been recorded among first-time computer 
users; computer users in general attend fewer social events (Winner, 2000). 
While advanced information technology can unite people with common 
interests from all over the world, it also encourages, maintains, reinforces, 
and strengthens differences (Kottak, 1996). Examined broadly, these re- 
ports suggest that “the underlying worldview. . . projects a society of indi- 
viduals who move back and forth between the workplace and family, but 
encounter nothing in between” (Winner, 2000). 
The segmentation and isolation that results from the plethora of these 
solitary, self-selected activities in support of individual interests may have 
serious negative implications for communication and learning styles and 
for our notion of community in society generally. “Community” in this con- 
text is not limited simply to the age-old concept of individuals sharing a 
common geographic place. Rather, it refers to a “network of social relations 
marked by mutuality and emotional bonds” (Bender, 1978,p. 7).Ferdinand 
Tonnies, a German sociologist, developed a typology of social change in his 
1887work, Gemeinschaf und Gesellschaf. He represented the concepts of 
gemeinschafi(“community”), characterized by “intimate, private, and exclu- 
sive living together,” and gesellschaft (“society”) as “an artificial construction 
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of an aggregate of human beings, characterized by competition and imper- 
sonality” (Bender, 1978, p. 17). 
While this typology has been used to bemoan the demise of communi- 
ty resulting from modernization and urbanization throughout history, its 
relevance to today’s information environment, and its subsequent effects 
on general society, endure. Its application, as it is used here, is not to rep- 
resent a sequential or linear progression from one pole to the other (where 
community is “good” and society is “bad”), but to reflect that the two con- 
cepts coexist. The balance between them shifts from time to time. 
Technology has promoted a society characterized by independence and 
self-reliance, convenience and immediate gratification, which is viewed 
positively by many. On the other hand, technology increasingly enables 
individuals to create their own “worlds” and to minimize contact with oth- 
er individuals, potentially lessening the richness that other people can bring 
to one’s life. The information society has brought with it new levels of ge-
sellschaf: “Technolo<gy has replaced fully sensory-engaged, face-to-face en- 
counters with more indirect, sensory-deprived encounters. Humans, as 
social beings who benefit from the full engagement of their senses, may 
suffer psychologically, socially, and culturally if indirect encounters replace 
direct encounters in human discourse” (Overbey, 1996, p. 17). 
Libraries as social organizations are designed for the public good. The 
first principle of the Code of Ethics of the American Library Association 
states: “We provide the highest level of service to all library users through 
appropriate and usefully organized resources; equitable service policies; 
equitable access; and accurate, unbiased, and courteous responses to all 
requests” (Aw,1995).Because of their holistic nature, libraries may be 
considered “the foremost agency of society involved with the advancement 
of humanity” (Rogers, 1984, p. 13). The library is the only agent of com- 
munication that serves and supports all the generally recognized needs, and 
resulting institutions, of a society: the need for social control, which estab- 
lishes political institutions; the need to provide livelihoods for the popu- 
lace, establishing economic institutions; the need to educate the populace, 
leading to educational institutions; the need to care for and socialize new 
members, establishing family and kinship institutions; and the need to 
explain the unknown, establishing religious institutions (Rogers, 1984). 
Further, the philosophy of American librarianship has developed “as an 
aspect of the national philosophy, centering on intellectual freedom, the 
infinite possibility of progress, public support of education as a necessary 
part of responsible citizenship in a democracy, and the value of continu- 
ing education throughout life” (McCrimmon, 1994, p. 495). 
If we accept that libraries have a “particular responsibility to procure 
and transfer information and knowledge for the advancement of society and 
its culture” (Rogers, 1984, p. 13),we must continue to foster a full range 
of services in order to accommodate all the general needs of our society. 
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“The library does not exist separate from its environment and cannot be 
considered apart from that environment. . . . it is one facet of society that 
shares, contributes, and functions as a developmental process and artifact 
and neither follows nor creates society” (Rogers, 1984, p. 7). To sustain its 
role as a vital component in the evolving knowledge society, the library must 
find an appropriate balance between gemeinschaft and gesellschaft. We must 
consider our role based on a social network approach, in which we exam- 
ine “the way in which people may relate to one another in terms of several 
different normative frameworks at one and the same time and how a per- 
son’s behaviour might in part be understood in light of the pattern of co- 
incidence of these frameworks.” This view allows us to remain sensitive to 
the “particularity of the context,” and to respond and participate accord- 
ingly (Bender, 1978, p. 122). 
TOWARD PARADIGMA NEWREFERENCE 
The Internet is an undiscriminating repository of information, much 
of it inaccurate, self-aggrandizing, or promotional. Yet it seems unlikely that 
information consumers will turn away from the Internet: it is too entertain- 
ing, too appealing, and too captivating. It offers unlimited autonomy with 
regard to the availability and selection of information sources. It expands 
rather than restricts one’s options. It is tremendously accessible and con- 
venient. Increasingly, however, information consumers may find that the 
Internet is not equally suitable for all information gathering purposes. 
Topics of current interest, news, entertainment, market information, and 
other clearly defined, ready-reference types of information are well suited 
to Internet retrieval. However, when it comes to locating high quality, peer- 
reviewed, substantive information, many users quickly become stymied or 
overwhelmed. 
Amidst this environment of information complexity and technological 
change there comes a critical point at which the choices themselves become 
overwhelming. At this point users would likely either decline to make a 
decision at all, or make a decision based on the choices that are most obvi- 
ous (though not necessarily the best), or seek a mediator to assist them. In 
this environment, evaluation becomes paramount. Information consumers 
may find themselves more likely to turn to reference services when faced 
with a need for high-qualityinformation because of the chaos prevalent on 
the Internet. At this point librarians must help users discover that it may 
prove easier and more efficient to locate the information they need through 
avenues other than the Web, whether via libraries, commercial information 
vendors, or other resources. 
Many of our users are accustomed to an uncontrolled information 
environment, having grown up knowing nothing else. Often they do not 
understand or recognize the usefulness imposed by control. They may not 
even know what control means or when to ask for help. The information 
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environment that has predominated throughout much of the past decade 
has developed the “hypermind,”shown by individuals who make use of in- 
formation and facts, but in a nonsequential, random fashion. Characteris- 
tics of the hypermind include lack of self-knowledge, using sensory instead 
of intellectual stimulation, poor communication and thinking skills, lack 
of metacognitive abilities, and an inability to handle information overload 
(Campbell, 1998). The emphases of reference librarians must adjust, giv- 
en the increased user access to these vast reservoirs of information. Wilson 
(2000) suggests that the roles of reference librarians are shifting to focus 
more on “training users to access and evaluate reference sources” and also 
toward the “invisible function” of helping users to articulate their informa- 
tion needs. Although the quantity of reference transactions may decline in 
this new information environment (due to users finding answers to ready- 
reference questions on their own), the reference transactions that remain 
may more than make up for the loss of others due to the complexity of 
questions (Tenopir, 1998). 
With access to so much information in so many formats, helping users 
understand how to manage and manipulate the information they have 
found is also becoming a much more important issue in libraries, especial- 
ly academic libraries. The Information Litwary Competency Standardsfor High-
PT Education, recently approved by ACRL (Association of College & Research 
Libraries), defines information literacy as “a set of abilities requiring indi- 
viduals to ‘recognize when information is needed and have the ability to 
locate, evaluate, and use effectively the needed information.”’ In particu- 
lar, Standard Four focuses on an individual’s ability to use information ef- 
fectively: “The information literate student comniunicates the product or 
performance effectively to others” (ACRL, 2000, p. 13).Given this explicit 
goal, libraries must assume some level of responsibility for informing and 
guiding users in their options for managing information in whatever for- 
mat! are most appropriate and effective for their intended purposes. This 
may lead reference staff into new territories of assisting users with biblio- 
graphic management software, software presentation packages, graphing 
tools, and other similar packages. Providing direct assistance in this area 
challenges what many have, up to now, deemed within the scope of refer- 
ence services. Even if libraries elect not to offer this level of assistance, they 
must at least be informed and aware of resources available to users to per- 
form such activities. 
User needs in this environment, vis-a-vis reference services, become 
more multifaceted. Many reference transactions become mini-instruction 
sessions, with librarians helping to develop the topic idea, lay out the struc- 
ture of information (catalogs, indexes, Web sites, email, usenet, etc.), ex- 
plain and differentiate between types of information, provide an overview 
of general search strategies, demonstrate the use of a particular database, 
explain the interface, lead users in their search, direct them to where they 
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can retrieve the materials found, and guide them in presenting their infor- 
mation clearly and appropriately. The librarian must be able to bring all 
of these elements into a typical reference transaction. 
Further complicating our new reference transactions is the fact that 
many of our users consider themselves experts at searching because they 
are slightly familiar with Web search engines (where almost all searches 
return many hits). Not only are we left to fill in the gaps in their understand- 
ing of the information environment, as we have been doing for years, but 
increasingly we must “un-teach” and “re-teach’’ the skills and attitudes that 
users have self-developed. 
Libraries have traditionally been reservoirs of high-quality, well- 
organized information. Recently commercial services (such as Questia) have 
been announced that seem to serve users by condensing the universe of 
information to a manageable quantity; vendors claim that their collections 
are comprised only of high-quality, carefully selected information. Such 
services may appeal to users who have been overwhelmed by the vastness 
of uncontrolled sources available via the Internet, but they are fee based. 
These targeted users may prefer to deal with a separate universe of high- 
quality, carefully selected information provided in a library setting, either 
because it may be free (or partially subsidized by the library) or because 
the library setting has the added advantage of offering assistance and ex- 
pertise through reference and instruction services. Commercial services 
offer both a challenge and, by comparison, an opportunity for libraries to 
continue not only to provide access to high-quality information (perhaps 
some day even purchased from still-nascent vendor packages of e-books, 
journal articles, and Web information) but also to play an expanded role 
in mediation and instruction, in search skills as well as in critical thinking, 
evaluation, and presentation skills. 
It is also important to consider the social aspects of information in ref- 
erence transactions. Useful information exists in a social context, as well 
as a structural context. Face-to-face interactions between a user and a librar- 
ian reflect that social context. In The Social Lqe of Information, Brown and 
Duguid (2000) argue eloquently that a view of information outside the 
boundaries of social considerations is a flawed view: “The ends of informa- 
tion, after all, are human ends. The logic of information must ultimately 
be the logic of humanity. For all information’s independence and extent, 
it is people, in their communities, organizations, and institutions, who ul-
timately decide what it all means and why it matters” (p. 18). 
Reference librarians are better positioned than most to understand this 
social context of information and the importance of people in knowledge 
transfer and information distribution. Librarians serve as both social and 
knowledge intermediaries every day. In order to be successful, our skills and 
aptitudes must reflect an understanding of the unique background and 
experience of each library user. We gather this knowledge through direct 
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cornmunication with the user in the transaction of the reference interview. 
This “interview” is inherently a social process, and it benefits from the full 
conimunication that comes with face-to-face interactions and the intellec- 
tual milieii of the library. 
Some authors have recognized the need for increased human interven- 
tion in the chaotic environment of the Internet, but their solution involves 
computer-mediated communication. They erroneously conclude that ref- 
erence librarians must essentially becomp the Internet, using information 
technology to offer point-of-need reference service 24 hours a day via elec- 
tronic means only. This perspective overlooks one of the most important 
considerations in information transactions: the social context. Certainly 
select user groups (especially those who are largely self-sufficient) will ben-
efit from 24-hour digital reference senice, but this is only one possible re- 
sponse, and one that does not adequately differentiate reference librarians 
from other potential information options. 
Technology is not always the preferred or best method of communica- 
tion for human users. The power and flexibility of face-to-face interaction 
with a human is difficult to duplicate even in the best technology scenario, 
where cost and bandwidth are of no concern. Besides today millions of users 
cannot afford such technology. We must question whether technology will 
ever be the most effective way or the most cost-effective way to interact with 
the less affluent, even if they have access to technolo‘gy through public in- 
sti tu ti on s. 
U’e endorse a shared partnership with users in learning. As Hales Mabry 
puts it, in the “reference interview, it  becomes obvious that we are in a 
teacher-learner relationship. It is not obTlous,however, that 
learning from each other in every encounter, and the content of the learn- 
ing is verbal as well as non-verbal.” This is cooperative learning, in which 
the librarian and the user “mutually. . . come together. . . to make a 
change, move toward improvement of some kind” (Hales Mabry, 1996,pp. 
5-6). Librarians need to recognize the search skills and electronic topo- 
graphic knowledge that users have cultivated through use of the Internet; 
we must also understand that users may sometimes assist us in knowing 
where to seek answers or locate information sources. But users typically do 
not have the search skills, the vast knowledge of resources (both print and 
electronic), or the evaluative skills that hbrarldns possess. These value-added 
services have become the librarian’s area of professional expertise and so- 
cial authority, honed and cultivated over years of working with information 
sources. For these reasons reference librarians are in little danger of fad- 
ing away anytime soon-these, and the bountiful communication skills that 
good librarians bring to their interactions with users. 
Libraries today almost universally provide users with access to the In- 
ternet, prompting a significant change in the nature of reference work. 
Librarians can no longer control the quality and authority of information 
FRITCH AND MANDERNACK/REFERENCE PARADIGM 297 
(even within their own doors) if it is discovered on the Internet. Now librar- 
ians must also almost universally provide instruction about the structure of 
the world of information, about the lack of authority of parts of that world 
(prompting the critical need to carefully review and evaluate sources), and 
about methods of managing the wealth of information that is retrieved. The 
emerging reference paradigm requires an amalgamation of the two tradi-
tional philosophies of reference-a more deliberate blending of the con- 
servative and liberal viewpoints. This new framework is not created simply 
out of choice or of expediency, but out of necessity, given a new reliance 
on electronic resources in reference service. Since many information sourc- 
es on the Internet are of unproven quality and authority, discussions with 
users must now be accompanied by disclaimers from reference librarians 
and a focus, however brief, on the importance of evaluation. Users are not 
trained to evaluate information sources, nor are they accustomed to hav- 
ing to do so, especially in a library setting. 
Does the reference function as it is performed today constitute a new 
paradigm? The answer to this question is partly one of definition. Aparadigm 
is “an outstandingly clear or typical example or archetype,” aswell as “a philo- 
sophical and theoretical framework of a scientific school or discipline with- 
in which theories, laws, and generalizations and the experiments performed 
in support of them are formulated” (Mish et al., 1996, p. 842). Ifwe consid- 
er the first definition, with its more practical, applied emphasis, reference 
service has indeed evolved in response to the shifting information environ- 
ment. It has become more instructional in nature, and it has broadened its 
scope and assumed additional emphases. Yet whether there has been a philo- 
sophical paradigm shift in reference senices remains questionable. 
The underlying philosophy of reference services, whether adhering to 
a conservative or a liberal view, may be encapsulated by Kanganathan’s Laws, 
in particular the First Law, “Booksare for use;” the Third Law, “Every read- 
er his book;” and the Fourth Law, “Save the time of the reader” (Ranga- 
nathan, 1931). These principles are essentially timeless, and as a vision for 
reference service they remain largely intact. Certainly they may be limiting 
if viewed literally, but if the basic message of each Law is considered, they 
continue to apply to reference work as well today as they did previously. 
Gorman has developed new laws, interpreting Kanganathan for modern 
times: First New Law, “Libraries serve humanity;” Third New Law, “Use tech- 
nology intelligently to enhance service;” Fourth New Law, “Protect free 
access to knowledge” (Gorman, 1998). Gorman retains the essence of the 
original Laws but offers a conceptual view that can be applied to contem- 
porary practice. 
LIVINGTHE NEWREFERENCE PARADIGM 
Reference librarians need to foster new ways of communicating with 
information consumers to help them understand what they do not know, 
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but think they know, about the structure of information. How is this best 
accomplished? We can establish more flexible ways of communicating with 
users-at remote locations to be sure; but especially with those who take 
the time to come to the library because it is a social place in which to con- 
duct research. Some users recognize the inherent value of personal, face- 
to-face communication and the unanticipated richness that results. If librar- 
ians become more skilled at flexible communication with users, users will 
continue to flock to libraries. Our ability to define and promote the library 
as a social place characterized by professional expertise will determine 
whether libraries eventually become empty shells or thriving research, ed- 
ucational, and entertainment centers in their communities. 
Given the emphasis that American society places on technology, many 
libraries are optimistically embracing digital reference technologies as a way 
to offer human intervention and reference services in a digital environment. 
As of 1999, at least 75 of I22 ARI, (Associationof Research Libraries) mem- 
ber libraries offered digital reference service via email or Web-form 
(Goetsch, Sowers, and Todd, 1999).l Yet the efficacy of these technologies 
for the purposes of conducting reference transactions remains unproven. 
Further research is needed in order to develop confidence in digital refer- 
ence service as efficient and effective. 
As more and more new technologies are considered for reference ser- 
vice, it is Lital that we acknowledge the importance (and the difficulty) of 
the communication process in reference transactions. The reference inter- 
view is still crucial in assisting users and uncovering what questions they 
actually need to have answered. “Those who argue that the reference in- 
terview is not necessary, or moribund, or even dead, are obviously unaware 
of the rapid developments in information which make that interview more 
important today than it ever was in the past” (Katz, 1997, p. 162). 
Serious questions have arisen regarding the effectiveness of Web-based 
reference forms or email as media for conducting reference interviews. For 
example, email reference may require several exchanges of messagesjust 
to establish the true question to be answered. Through either medium, the 
loss of nonverbal cues could be devastating in terms of judging user reac- 
tions and responses. Katz (1997) cites research indicating that approximate- 
ly 90 percent of communicated messages are transmitted via nonverbal sig- 
nals (p. 174). Straw (2000) and Gray (2000) contend that accomplishing a 
complete reference interview in a digital environment is more difficult than 
in a face-to-face interview. Straw examined virtual reference interviews and 
concluded, “Despite the speed of electronic messages over networks, it is a 
mistake for reference librarians to conclude that electronic encounters are 
inherently faster or more efficient. Clearly, reference librarians have to 
realize that many situations are better handled in a direct, face-to-face en- 
counter” (p. 377). 
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Observations of highquality face-to-face reference transactions indicate 
why establishing high-quality digital reference interactions can be so diffi-
cult. High-quality reference interactions establish relationships between 
librarians and users. The best interactions create a bond, and the possibil- 
ity of a relationship is always offered through the demeanor of the refer- 
ence librarian. Relationship-building with users requires extensive commu- 
nication skills: a friendliness, an openness, an unguardedness that allows a 
social connection, however limited, to develop quickly. The quality of un- 
guardedness permits the personality of both librarian and user to be re- 
vealed, along with the personal foibles and limits of each (ever more cru- 
cial in an information environment so vast that no one person can know it 
all). Users implicitly present a certain unguardedness to librarians by re- 
vealing a gap in their knowledge or understanding; there is something they 
need to know but cannot discover on their own. Librarians also convey a 
sense of unguardedness simply by accepting the expectation that they are 
a resource for any request on any topic (regardless of training or expertise). 
The librarian should be open to a mutual learning experience with the user, 
learning the true dimensions of the query, the user’s present knowledge 
and actual needs, and then responding appropriately. 
Effective reference transactions are about good customer service. Good 
customer service is about listening to users, establishing good communi- 
cation, and building relationships. High-quality communication is much 
more difficult to accomplish in a computer-mediated environment. It is 
more difficult to hear, to perceive, and to fully respond. In the digital envi- 
ronment, it is much more difficult to read the non-verbal cues that allow 
librarians to be proactive, to anticipate what users might need and to sug- 
gest possibilities. As new communication technologies emerge, which per- 
mit more visual and tonal cues, it may become easier to build relationships 
with users through electronic means. 
Librarians cannot afford to alienate users by erecting technological 
barriers to good communication at the very time when users need them 
most. Users are more confused than ever about where to turn for high 
quality information, and librarians need to respond to that concern in the 
fullest way possible. The “certain bluntness” which Straw claims may be 
required in digital interactions will not properly transmit librarians’ con- 
cern for users. 
Yet high-quality, personalized, proactive reference services will undoubt- 
edly lead to increased patronage, further setting reference librarians apart 
in the communication environment of today, where digital technologies 
increasingly are being employed as a replacement for human communica- 
tion. Too many potential relationships with users are lost in this environ- 
ment. As Brown and Duguid emphasize, information is not the same as 
knowledge. There needs to be a differentiation between the two: 
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So,while the modern world often appears increasingly impersonal, in 
those areas where knowledge really counts, people count more than 
eyer. In this way, a true knowledge economy should distinguish itself 
not only from the industrial economy, but also from the information 
economy. For though its champions like to present these two as distinct, 
the information cconomy, like the industrial economy, shows a marked 
indifference to people. The industrial economy, for example, treated 
them en niasse as interchangeable parts-the factory “hands” of the 
nineteenth century. The information economy threatens to treat them 
as more or less interchangeable consumers and processors of informa- 
tion (p. 121). 
This danger exists for libraries as well. Libraries must not become sim- 
ply information distributors. Librarians must retain, and even expand, their 
role as guides in the development of the knowledge-based society. The 
complexity of the information environment, and the similarly complex 
social networks that have developed in response to it, compel libraries to 
remain steadfast in their sensitivity to the particularity of the context of each 
infomiation need that presents itself. Holding to an appropriate and effec- 
tive balance of “community” and “society,” it is crucial that reference librar- 
ians renew their commitment to the vision of reference senices established 
years ago: personalized, proactive, efficient, and effective reference assis- 
tance and instruction that is responsive to user needs and based upon fos- 
tering relationships through good communication, using the best and most 
effective means available. 
PRACTICALRESPONSESTO THE NEWINFORMATION 
ENVIRONMENT 
Proactively serving contemporary users necessitates changes in refer- 
ence services. Services and programs must become more responsive, more 
flexible, more convenient, and more personalized for users, taking into 
consideration many different learning styles, attitudes, belief systems, and 
orientations to technology. Certainly this will be no easy task, but it is one 
in which each library, each reference unit, each staff member, must be ac- 
tively engaged. 
There follows a sampling of strategies to address the needs of users that 
will help illustrate some possible directions for reference senices in the years 
ahead. 
Digital Refernce Services 
E-mail, Web-form, chat, visual-capable software such as CUSeeMe, and 
other customized softMiare packages constitute some of the digital reference 
options currently being offered or under consideration at many libraries. 
The obvious advantage to this technology is that it allows remote users to 
access reference services and assistance, regardless of distances involved and 
perhaps time of day. Yet successful programs may have staffing implications. 
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Some also fear that promoting such services will lead to overwhelming re- 
sponse on the part of users, including those affiliated with the sponsoring 
institution and those unaffiliated who merely have access through the In- 
ternet. It seems probable that digital reference will work best with largely 
self-sufficient users rather than novice researchers, unless questions asked 
are mostly factual or ready-reference. As noted, it can be very difficult to 
decipher the true question being asked and to conduct a complete refer- 
ence interview without normative, nonverbal communication cues. Also, 
some technologies under development require that both parties possess 
compatible software; until standards become prevalent and technical sup- 
port is readily available to large numbers of users, digital reference servic- 
es may remain problematic. Much is currently being written about such 
services, but more research is needed to indicate user preferences and the 
efficacy of digital technologies from both librarians’ and users’ viewpoints. 
WebPortals/Gatauays 
Recent surveys confirm the value placed by users on the library-added 
services of selection and organization of quality information sources. One 
of the most effective means cited for providing such guidance in the elec- 
tronic environment is through a well-designed portal or gateway site. Us-
ers have rated library-based guides and databases third in terms of most 
frequent uses of the Internet (following email and visiting known Web sites), 
and they have ranked portal sites as the most helpful resource in their use 
of the Internet (Lubans, 2000). Straightforward sites that provide links to 
selected databases, catalogs, Web sites, and other resources through a vari-
ety of access methods will play a vital role in sustaining the library’s instruc- 
tional mission. 
SearchableFAQ (FrequentlyAsked Questions) Databases 
Since users often have access to digital technologies and desire to be 
largely self-sufficient, librarians can help them answer basic questions 24 hours 
a day by offering searchable databases of reference questions and answers. 
These databases can be offered with Web interfaces to make searching sim- 
ple and can be linked from library Web pages. The prevalence of institutions 
offering digtal reference services makes the possibilities of creating databases 
easier, since electronic reference questions and answers can be transferred 
into a database once the user has received a complete response. These data- 
bases, available any time of day, may provide a template for librarians and 
reference staff to answer basic questions (either in person or electronically); 
they might also eliminate the redundancy of staff members unknowingly 
answering the same questions over and over. However, access is limited to 
those with suitable technology. Patrons may not expect to find such databas- 
es or may not be able to easily locate them, and some patrons may have unique 
questions that are not addressed in the databases. 
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Online Tutorial? 
Web tutorials offer another avenue of approach to users who might be 
reluctant to ask for assistance or who have learning styles that fit well with 
a technological orientation and self-paced learning. Tutorials can cover the 
entire research process or simply a particular aspect of library instruction. 
Online tutorials offer definite advantages in terms of being available 24 
hours a day, 7 days a week, to users on campus as well as to remote users. 
Disadvantages are that users must be highly motivated; they are obviously 
removed from a social context, unless they choose to access the tutorial in 
the library, where questions can always be asked and assistance is available. 
Some distance education software packages have a great deal of function- 
ality built in (e.g., visible file structure, quizzes, email, etc.) to ease content 
delivery and user tracking. 
Roving Refkrence 
Given the importance of electronic resources, one way to build more 
connections with users is to provide point-of-need reference instruction. 
Roving reference sends librarians and staff members out to interact with 
users at the point at which they most need help. This may be at a comput- 
er station where users are accessing electronic information. (Users may be 
loath to leave because they fear loss of the station if they pause to ask a 
question at the reference desk.) Or it might be in the stacks where users 
are having difficulty locating a book. Or it may be in a periodicals area, or 
a media area. The emphases of roving reference are on providing point- 
of-need instruction, discovering reference questions that otherwise might 
never be asked, and on building relationships mith users. Roving also breaks 
down barriers and limitations imposed by physical and mental reference 
“desks.” Reference questions occur anywhere, and roving reference may be 
another motivation for users to come to a library, even if electronic re- 
sources can be accessed remotely. The disadvantage to roving is that it will 
require more staff members to cover the same number of reference hours 
per week: new questions will be uncovered by rovers, but users still need a 
physical location at which to locate reference staffwhen they have questions 
and no rover is nearby. 
Research Advisory Sessions 
The complexity of the information environment can instill uncertainty, 
confusion, and even fear in some users. Appointment-based advisory sessions 
allow a personal relationship to develop without interruption and in a non- 
judgmental environment. A more lengthy interaction also ensures that 
enough time will be available to fully describe the information environment, 
assist the user in making choices about where to begin seeking information, 
and provide an opportunity to introduce databases and search strategies that 
can be refined as the instruction session continues. An invitation for a fol- 
lowup session, if needed, reinforces to users that support is ongoing. 
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Peer Mentors 
Hiring students or younger/older staff members to act as “bridges” 
between librarians and particular user communities could be extremely 
helpful in advertising library services, encouraging the use of library re- 
sources, and making users feel comfortable learning to articulate informa- 
tion needs and contacting appropriate staff members for assistance. Match- 
ing mentors to others in their peer group may foster greater understanding 
by the library of that user group’s needs, as well as offer expertise in areas 
that may be underdeveloped elsewhere in the organization. Peer mentors 
could take some of the burden from reference librarians, since simple 
questions might be answered by mentors; costs may be reduced ifwork-study 
students can be hired. Mentoring promotes a broad understanding of li- 
brary resources and also encourages self-development among mentors. 
Challenges include developing training programs for mentors and making 
sure that mentors know when to refer questions to librarians. Peer men- 
tors offer a perfect opportunity to try roving reference-they could even 
be directed to rove in areas outside of libraries such as study lounges, shop- 
ping malls, and residence halls. 
Reference Exchange Programs 
Exchanging librarians and reference staff members between depart- 
mental or branch libraries (or even other library systems, if feasible) can 
be extremely productive in a complex and changing information environ- 
ment. Learning new resources (both print and electronic), interacting with 
different user groups, and gaining exposure to new techniques, approach- 
es, and organizational structures are just some of the benefits of such a 
program. Instilling confidence, adaptability, and flexibility in reference staff 
members and promoting a better understanding of when to refer questions 
to other libraries are other obvious benefits. Familiarity with more staff 
members and resources system-wide also has direct benefits in helping 
physically separate libraries function as a single library system. However, 
reference staff time is sacrificed if exchange is uneven, and staff members 
sometimes feel that they are neglecting work in their own library in order 
to participate in exchange. Exchange can also require additional staff train- 
ing. Reference exchange programs may function best if staff members vol- 
unteer to participate. 
Staff Training 
Strong ongoing staff training and development programs have become 
much more important in the new information environment. Until very 
recently, reference staffs were not accustomed to an uncontrolled environ- 
ment, and many assumptions about responding to information requests are 
increasingly questioned. In many cases, the staff need additional training 
in reference resources, evaluation methodologies, and also in the instruc- 
tional methods, techniques, and approaches that will best serve patrons in 
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the new environment. The proliferation of databases, discovery of new Web 
sites, and changing database interfaces necessitate that reference training 
be a constant, ongoing endeavor. Training keeps librarians and staff mem- 
bers current in rapidly changing technologies and gives staff the confidence 
to approach users sitting at computer stations. It also offers an opportuni- 
ty to present a discussion of the importance of evaluation and to highlight 
evaluation methodologies to paraprofessional staff members, who often 
have no training in the evaluation of information sources. 
Stajf Hiring 
It is crucial to hire staff members with a strong commitment to service 
in order to maintain quality reference service in the face of an increasing 
emphasis on technology. A proactive service orientation becomes a priori- 
ty,as does a strong emphasis on communication skills. Reference staffs with 
these qulities will be empowered to respond accordingly to the wide di- 
versity of users, regardless of the mode or the context of the query. 
CONCLUSION 
The foregoing senices and strategies represent a variety of options that 
may be employed to optimize the library’s ability to respond to the multi- 
faceted queries facing librarians today. Sensitivity to the unique demands 
of each interaction requires a f d y  developed repertoire of responses. Pre- 
paring for the diversity arid depth of knowledge, skills, and understanding 
that are required of the reference staff stems from thoughtful consideration 
of our roles within the context of oiir institutions, our communities, and 
the larger society. Keeping focused on a vision of reference service that 
embodies the mission of librarianship-of providing high-quality service 
on behalf of the public good-will minimize the turmoil that the evolving 
information environment seemingly forces upon us. 
NOTES 
1. 	The i\RL (Lksociation of Rcsearch Libraries) survc) response was 64 percent o f  total 
membership. Therefore the actual number oChRI,ruember libraries offering digital ref- 
ercncc scrvicr is unknown. 
2. 	 A list of online tutorials maintained by LOEX (Library Orientation Exchange) is available 
at l~ttp://~vc\~.~~nic.h.edu/-lshirato/isliiiks/tutlinks.litrn. 
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